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1.1. Introduction  

This document is the !ŘƳƛƴƛǎǘǊŀǘƻǊΩǎ Guide to the IssueCentre and provides instruction and information on how 

to configure and administer the IssueCentre application.  It is targeted at administrators that have the authority 

to change the settings used to log tickets and have access to all the ticket and agent data. 

This document assumes a basic understanding of the IssueCentre application and the mechanisms and 

approaches used to log tickets and events.  Please see the other IssueCentre documentation for further 

reference: 

¶ Installation Guide 

¶ Agent Users Guide   

 

 

1.2. Browser Configuration  

IssueCentre has been tested and approved for the following leading browser versions: 

¶ Internet Explorer version 7.0 and above 

¶ Firefox version 3.0 and above 

In order to ensure you get the best user experience with IssueCentre the following browser settings must be 

configured before use. 

¶ Enable Popups 

¶ Enable Javascript 

¶ Set Check for newer versions of Cached pages to: Every time I 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 
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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.  Events may be caused by human 
intervention, e.g. an agent logging a follow-up telephone call, or by IssueCentre system 
monitoring e.g. the SLA for the ticket being breached.   

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

Contract 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 Agreement.  IssueCentre uses SLAs to ensure tickets 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 time 

Spam Unwanted/unsolicited email that is of no commercial value 

Engine A software 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 reliant.  
This will typically include records for Windows XP, Linux etc. 

 

 



 
GqqscAclrpc ?bkglgqrp_rmpæq Esgbc 

 

Last updated: 19/11/2009 8 

 

22..  AADDMMII NNII SSTTRRAATTII OONN  OOVVEERRVVII EEWW  
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 administration screen.  Access to the 

administration area is controlled by permissions that are assigned to Agents via their role.  Since 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.  To cater for larger 

configurations IssueCentre provides a generic picklist mechanism to make it 

simpler to find and edit a record from within a large list.  

The entries of the list are normally listed in alphabetical order, with the list being 

broken down into pages of 20 results per page.  The pages of results can be navigated by pressing the Next and 

Previous buttons 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 is dynamically 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 using a grey italicized type.  Editing and saving a deleted 

record will normally reactivate the previous record. 
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33..  UUSSEERRSS  

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 

system.   

 

                                                                                                                                                                        

 

 

 

 

 

 

 

 

                                                                                                                                        Figure 3-1 ς Agent Maintenance 

The fields used to configure an Agent are defined by this table. 

Field Description 

Username ¢ƘŜ ŀƎŜƴǘΩǎ ǳǎŜǊ ƴŀƳe used to login to the application 

AD/LDAP 

Authentication 

Checkbox, this is only present if AD/LDAP is on (/Administration/System/AD/LDAP 

Configuration/LDAP Integration where 0=0ff/1=On) 

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

Title ¢ƘŜ ŀƎŜƴǘΩǎ Ƨƻō ǘƛǘƭŜ 

Forename ¢ƘŜ ŀƎŜƴǘΩǎ ŦƛǊǎǘ ƴŀƳŜ 

Surname ¢ƘŜ ŀƎŜƴǘΩǎ ǎǳǊƴŀƳŜ 

Telephone Extension ¢ƘŜ ŀƎŜƴǘΩǎ ǘŜƭŜǇƘƻƴŜ ŜȄǘŜƴǎƛƻƴ 

Email ¢ƘŜ ŀƎŜƴǘΩǎ ŜƳŀƛƭ ŀŘŘǊŜǎǎ 

Display Name An alternative short name for the user, used in lists and reports.  You may wish to use 
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initials or familiar names. 

Default Contract Only applicable if working in a multi-contract environment. This specifies the contract 

the agent will see when they initially log in. 

Contract Access Only applicable if working in a multi-contract environment. If this box is left 

unchecked, the agent will only be able to work within their default contract. 

Role ¢ƘŜ ŀƎŜƴǘΩǎ ǊƻƭŜ. A role contains the list of permissions which the agent has a 

ά/ǳǎǘƻƳ wƻƭŜέ Ŏŀƴ ōŜ ƎƛǾŜƴ ǘƻ ŀƴ ƛƴŘƛǾƛŘǳŀƭ ŀƎŜƴǘ ōȅ ŎƭƛŎƪƛƴƎ ƻƴ ǘƘŜ ά9Řƛǘ 

tŜǊƳƛǎǎƛƻƴǎέ ƭƛƴƪΦ 

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 can be 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 assigned as 

ticket owners (see the section on Fix Groups for more information) 

 

License Restriction 

The number of agent records you are allowed to create is limited according to your IssueCentre license.  Access 

the License screen by choosing Administration-> System >License > License Maintenance from the main menu.   

Please contact us to request an extension to your license. 

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 are required. 

AD/LDAP Import  

tƭŜŀǎŜ ǊŜŦŜǊ ǘƻ ǎŜŎǘƛƻƴ Ψ



 
GqqscAclrpc ?bkglgqrp_rmpæq Esgbc 

 

Last updated: 19/11/2009 11 

 

AD/LDAP ConfigurationΩ 
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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 may be created: 

Name Product Fix 

Group 

Specialism 

tǊƻŘǳŎǘ Ґ άhǳǊtǊƻŘǳŎǘέ 

{ǘŀǘǳǎ Ґ ά9ǊǊƻǊ CƻǳƴŘέ 

 

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 of tƘŜ ƎǊƻǳǇ άtǊƻŘǳŎǘ CƛȄέΦ  

                                                                                                                                Figure 3-2 ς Fix Group Maintenance 

 

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. 

¶ The group ς Assign the ticket to the group as a whole (no individual agent 

owner) 

¶ Round Robin ς Tickets are assigned to agents in order as they are created 
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¶ Random Agent ς A random agent will be selected from the list of members 

¶ User Selectable ς The ticket agent will be shown the list of members to assign 

a ticket owner 

¶ Always [agent] ς Tickets will always be assigned to the 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 fix 

ƎǊƻǳǇ ƛǎ ŎƻƴǎƛŘŜǊŜŘ ŀ άƳŀǘŎƘέΦ CƻǊ ŜȄŀƳǇƭŜΣ ŀ ŦƛȄ ƎǊƻǳǇ ǿƛǘƘ ǘƘŜ ǎǇŜŎƛŀƭism 

άtwh5¦/¢ҐLǎǎǳŜ/ŜƴǘǊŜέ ǿƛƭƭ ōŜ ŀ ƳŀǘŎƘ ŦƻǊ ŀƭƭ ǘƛŎƪŜǘǎ ƭƻƎƎŜŘ ŀƎŀƛƴǎǘ ǘƘŜ 

άLǎǎǳŜ/ŜƴǘǊŜέ ǇǊƻŘǳŎǘΦ 

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

 

                                                                                                                                                                  

 

 

 

 

 

 

 

                                                                                                                                         Figure 3-3 - Roles Maintenance                                                                                                                     

This screen is used to control the roles which can be assigned to agents. A role is made 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 !ŘŘǎ 9Ƴŀƛƭ ƻǇǘƛƻƴ ǘƻ ǘƘŜ άbŜǿέ Ƴŀƛƴ ƳŜƴǳ 

item.   

Adds Email button to the Edit ticket screen. 

Adds Reply button to the Event view screen. 

Adds Forward button to the Email view screen. 

Adds Reply button to the Email view screen. 

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

Enable Agent to Send to Adhoc Email Addresses 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 Processed button to the Email view 

screen 

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

Enable Agent to Add a new FAQ !ŘŘǎ C!v ƻǇǘƛƻƴ ǘƻ ǘƘŜ άbŜǿέ Ƴŀƛƴ ƳŜƴǳ ƛǘŜƳ 

!ŘŘǎ ά!ŘŘ ŀ ƴŜǿ C!vέ ǘƻ ǘƘŜ YƴƻǿƭŜŘƎŜ ōŀǎŜ 

options 

Enable Agent to Approve FAQs !ŘŘǎ ά!ǇǇǊƻǾŜ C!vǎέ ǘƻ ǘƘŜ YƴƻǿƭŜŘƎŜ ōŀǎŜ 

options 

Adds FAQ Category Maintenance to 

Knowledgebase 

!ŘŘǎ ά/ŀǘŜƎƻǊȅ aŀƛƴǘŜƴŀƴŎŜέ ǘƻ ǘƘŜ 

Knowledge base options 

 

Reports 

Adds Bespoke Reports to Main Menu Adds Bespoke Reports to the Reporting Menu 

Adds Summary Report to Main Menu Adds Summary Report to the Reporting Menu 

Adds Generic Report to Main Menu Adds Generic Report to the Reporting Menu 

Adds Contract Report to Main Menu Adds Contract to the Reporting Menu 

Adds Surveys Report to Main Menu Adds Surveys to the Reporting Menu 

 

Dashboard 

Adds Access Dashboard to Main Menu Adds Dashboard to the main menu 

Enable Agent to see Cross-Contract Panels !ŘŘǎ άŎǊƻǎǎ-ŎƻƴǘǊŀŎǘέ ǇŀƴŜƭǎ ǘƻ ƭƛǎǘ ƻŦ ǇŀƴŜƭǎ 

that can be added to the Dashboard 
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Tickets 

Create/Update Contacts via Tickets Allows new Contacts to be created from within 

a ticket 

Create/Update Customers via Tickets Allows new Customers to be created from 

within a ticket 

Enable Agent to Create Tags via Ticket Allows new 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 an 

existing ticket 

Enable Agent to Change a Tickets Agent Enables the Ticket Owner field to be changed 

on an existing ticket 

View Other Fix Groups Tickets Enables the agent to view tickets assigned to 

groups they do not belong to  

Edit other Fix Groups Tickets Enables the agent to edit tickets assigned to 

groups they do not belong to i.e. adds the Edit 

icon to the search results 

Adds View/Edit Internal Notes to Ticket Screen Whether the agent can see the Internal notes 

field on the View Ticket and Edit Ticket screens. 

Ticket Close First Contact Override Adds the ability to override the First Contact 

close checkbox if there are more events than 

configured. 

Enable Agent to Change a Tickets Priority Without this permission the Agent is not able to 

update a tickets priority 

Add Ticket Monitoring to Main Menu Adds the Ticket Monitoring Option to the main 

menu. 

Enables Agent to Edit Ticket Description Without this permission the ticket description 

that was captured when the ticket was created 

may not be edited. 
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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  

Adds Unlock Tickets to Main Menu 

Adds System Admin to  Main Menu 

Adds Miscellaneous Admin to Main Menu 

Adds Notices Admin to Main Menu 

Adds Import Button to Admin Pages 

Adds Delete Button to Admin Pages 

Add Audit Button to Admin Pages 
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3.4. Company Maintenance  

 

 

 

 

 

 

 

 

 

                                                         

                                                                                          Figure 3-4 ς 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 central address for the company 

Country The country the company is based in.  The list of Countries is maintained from the 

Administration -> Miscellaneous menu. 

Notes Notes about the company 

Reference A company specific reference number 
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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.   

 

 

 

 

 

 

 

 

 

 

                                                                                                                          Figure 3-5 ς Contacts Maintenance 

Field Description 

First Name ¢ƘŜ ŎƻƴǘŀŎǘΩǎ ŦƛǊǎǘ ƴŀƳŜ 

Surname ¢ƘŜ ŎƻƴǘŀŎǘΩǎ ǎǳǊƴŀƳŜ 

Email ¢ƘŜ ŎƻƴǘŀŎǘΩǎ ŜƳŀƛƭ ŀŘŘǊŜǎǎ ǳǎŜŘ ŦƻǊ ƳŀǘŎƘƛƴƎ ƛƴōƻǳƴŘ ŜƳŀƛƭǎ ŀƴŘ ŀƭǎƻ ŦƻǊ sending 

notifications to. 

Telephone ¢ƘŜ ŎƻƴǘŀŎǘΩǎ ǘŜƭŜǇƘƻƴŜ ƴǳƳōŜǊ 

Mobile ¢ƘŜ ŎƻƴǘŀŎǘΩǎ ƳƻōƛƭŜ ǘŜƭŜǇƘƻƴŜ ƴǳƳōŜǊ 

Fax ¢ƘŜ ŎƻƴǘŀŎǘΩǎ ŦŀȄ ƴǳƳōŜǊ 

Company The company to which the contact belongs 

Primary Contact Whether the contact is the primary contact for the company 

Notification Opt Out Core to IssueCentre is the concept of the system sending out notifications.  For 

example a notification could be setup for when an event is added to a ticket.  This 

setting allows the customer to stop receiving these updates. 
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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.   

 

 

  

 

 

 

 

 

 

 

 

                                                                                                                      Figure 3-6ς Users Maintenance 

                                                                                                                                                                                                                                                                                                                                                  

Field Description 

Company The company 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 password 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 that 

the user is able to view/edit. 

 

With Profiles you have the ability to lock down your customers to a specific product. 
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44..  PPRROODDUUCCTTSS  

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.  

 

                   

                                                                                     

                  

 

 

 

 

 

                                                                                                                            Figure 4-1ς 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 name for the vendor used for dropdown lists 

Home URL ¢ƘŜ ¦w[ ƻŦ ǘƘŜ ǾŜƴŘƻǊΩǎ ǿŜōǎƛǘŜΦ 

Support URL ¢ƘŜ ¦w[ ƻŦ ǘƘŜ ǾŜƴŘƻǊΩǎ  ǎǳǇǇƻǊǘ ǿŜō ǇŀƎŜǎΦ 
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4.2. Platforms Maintenance  

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

products.   

 

 

 

 

 

 

 

 

                                                                        

                                                                                                                            Figure 4-2 ς Platforms Maintenance   

                                                          

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

expect a platform may have many versions.   

The Steps to create a platform are as follows: 

¶ Supply the platform name and then select save. 

¶ bƻǿ ǎŜƭŜŎǘ ȅƻǳǊ ƴŜǿƭȅ ŎǊŜŀǘŜŘ ǇƭŀǘŦƻǊƳ ŀƴŘ ǘƘŜƴ ǎŜƭŜŎǘ Ψ!ŘŘ bŜǿΩ ǘƻ ǎƘƻǿ ǘƘŜ tƭŀǘŦƻǊƳ ±ŜǊǎƛƻƴ ŘƛŀƭƻƎ 

to be displayed. 

 

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

Field Description 

Name The name of the Platform e.g. Windows  

Version The number or name of the version e.g. Vista SP! 
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4.3. Products Maintenance  

This screen provides maintenance of the list of products that are being supported by the agents and against 

which tickets will be created.  

 

 

 

 

 

 

 

 

 

 

                                                                                                                     Figure 4-3 ς 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 supplies the product.  Selected from the list of vendors that can be 

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 require is not visible ȅƻǳ ǿƛƭƭ ƴŜŜŘ ǘƻ ǎŜƭŜŎǘ ά!ŘŘ bŜǿέ 

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 
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Adding a new Product Version  

 

{ŜƭŜŎǘƛƴƎ ά!ŘŘ bŜǿέ ǿƛƭƭ Řƛǎplay a tree view based on the 

platforms that are currently defined within your IssueCentre 

deployment.  In the example shown below you will see the 

platform Windows with the versions IE7, IE6, etc. 

Lƴ ƻǊŘŜǊ ǘƻ ŎǊŜŀǘŜ ŀ ƴŜǿ ǇǊƻŘǳŎǘ ǾŜǊǎƛƻƴ ǇǊƻǾƛŘŜ ǘƘŜ άbŀƳŜέ 

and check the items that apply. 

                             Figure 4-4 ς Product Version 
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4.4. Product Prompts  

This screen allows you to configure a number of questions to be queried 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. 

 

 

                        

 

 

 

 

 

 

                                                                                                                            Figure 4-5 ς Product Prompts 

                                                                                                                                                          

This screen can be used as follows: 

¶ To create a list of prompts for a product, select the product from the list and then start adding the 

prompts by filling in the form below.  

¶  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 the prompt according to the attributes of each 

prompt type. 
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55..  TTII CCKKEETT  

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 Ticket statuses are essential to ticket management and accurate 

statistical reporting. 

 

 

 

 

 

 

 

                                                                                                                 Figure 5-1ςStatus Types Maintenance 

 

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 escalated to 3rd line 

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. 
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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 ǘƻ ǘƘŜ ŎƻƴǘǊŀŎǘΩǎ ŀƎǊŜŜŘ {ŜǊǾƛŎŜ [ŜǾŜƭΦ  

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. 

 

 

 

 

 

 

 

 

 

                                                                                                          Figure 5-2 ς Priority Types Maintenance 

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

Field Description 

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 priority with 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 respond to the customer to provide a first 

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 Responses 

every 

The amount of time before an agent should respond to the customer with an update 

for the ticket.  Tickets approaching or not meeting this time will be highlighted on the 

Ticket Monitoring screen and the Ticket Search results lists. 
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SLA Requirements 

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

selected to perform SLA monitoring. 
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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 be 

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 product has 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. 

 

 

 

 

 

 

 

 

 

 

 

                                                                                                                     Figure 5-3 ς Error Types Maintenance 

 

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

Field Description 

Name The name to appear in 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 individual contracts 

LŦ ǎƻΣ ǎŜƭŜŎǘ ǘƘŜ ǊŜǉǳƛǊŜŘ ŎƻƴǘǊŀŎǘǎ ŦǊƻƳ ǘƘŜ άbƻǘ ±ƛǎƛōƭŜ hƴέ ƭƛǎǘ ŀƴŘ ƳƻǾŜ ǘƘŜƳ ǘƻ 

ǘƘŜ ά±ƛǎƛōƭŜ ƻƴέ ƭƛǎǘΦ  IƛƎƘƭƛƎƘǘ ǘƘŜ ǊŜǉǳƛǊŜŘ Ǌƻǿǎ ŀƴŘ ǇǊŜǎǎ ǘƘŜ ғғ ƻǊ ҔҔ ōǳǘǘƻƴǎ ǘƻ 

move the entries between the two lists. 

Products Whether the error type is to be limited to specific individual products.   

LŦ ǎƻΣ ǎŜƭŜŎǘ ǘƘŜ ǊŜǉǳƛǊŜŘ ǇǊƻŘǳŎǘǎ ŦǊƻƳ ǘƘŜ άbƻǘ ±ƛǎƛōƭŜ hƴέ ƭƛǎǘ ŀƴŘ ƳƻǾŜ ǘƘŜƳ ǘƻ 

ǘƘŜ ά±ƛǎƛōƭŜ ƻƴέ ƭƛǎǘΦ  IƛƎƘƭƛƎƘǘ ǘƘŜ ǊŜǉǳƛǊŜŘ Ǌƻǿǎ ŀƴŘ ǇǊŜǎǎ ǘƘŜ ғғ ƻǊ ҔҔ ōǳǘǘƻƴǎ ǘƻ 
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move the entries between the two lists. 
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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.g. file uploaded, email sent to customer etc), thus providing a full history of the 

ticket.  A definitive list of event types helps to ensure accurate statistics can be derived from the Reports. 

                                                                                                                                                  

 

 

 

 

 

 

 

 

                                                                                                    Figure 5-4 ς Event Types Maintenance 

 

 

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

Field Description 

Name The event name to appear in the drop down lists e.g. Callback Request 

Event Type ¢ƘŜ ǘȅǇŜ ƻŦ ŜǾŜƴǘ ǘƘŀǘ ƛǎ ǘƻ ōŜ ǊŜŎƻǊŘŜŘΦ  {ŜƭŜŎǘ άhǘƘŜǊέ ŦƻǊ ƛƴǘŜǊƴŀƭ ŀŎǘƛǾƛǘƛŜǎ ǘƘŀǘ Řƻ 

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

Reset SLA  Whether an event being recorded of this type fulfils the contract SLA requirement 

and hence resets the timer 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. 
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5.5. Received by Maintenance 

 

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

used to indicate how the issue being recorded was communicated to 

the helpdesk (Agent). 

IssueCentre is supplied with the following values that will cover the 

majority of situations: 

¶ API 

¶ Customer Portal 

¶ Email 

¶ Fax 

¶ Other 

¶ Phone 

¶ Post 

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

                                                                                                                                                   

Figure 5-5 ς Tags Maintenance 

 

This screen can be used as follows: 

¶ To search for an existing ticket that has the preferred tag attached 

¶ To create a new Tag that categorizes your results 

¶ 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. 
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5.7. Unlocking Records 

The Unlocking Records screen is accessed from the Administration ς Miscellaneous submenu.   

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

records as necessary. 

                                                                                                                                                 

 

 

                                                                                                                     Figure 5-6 ς Unlocking Records 

This screen can be used as follows: 

¶ To view one of the locked records, click on the Ticket number hyperlink to view it in a popup window. 

¶  To remove an individual lock click on the Release link at the end of the corresponding row. 

¶ To unlock all locked tickets, press the Remove All Locks button below the list. 
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66..  SSYYSSTTEEMM   

6.1. Contracts Maintenance  

Contracts are used to segregate tickets and are configured for the contract products that have different support 

requirements.  As explained in the Agent user guide, the main IssueCentre menu works with the currently 

selected contract, which is identifiable based on the screen header banner. 

 

 

 

 

 

 

 

 

 

                                                                                                     Figure 6-1 - Contracts Maintenance 

 

Field Description 

Name The name of the contract ς displayed on the main contracts menu 

External URL The URL that provides access to the customer entry point to IssueCentre. 

Support Email The email address that emails sent by IssueCentre ŀǊŜ ǘƻ ōŜ ǎŜƴǘ άCǊƻƳέ ŀƴŘ ǘƘŜ 

ŀŘŘǊŜǎǎ ǎŜǘ ƛƴ ǘƘŜ άwŜǇƭȅ ¢ƻέ address. 

Email From Address The email address that all emails sent from within IssueCentre for this contract will be 

sent from. 

Email Reply-To Address The email address that all emails sent from within IssueCentre for this contract will 

have the Reply-To address set to this value.  You may or may not want this to be the 

same address as the Email From Address. 

Manager The name of the manager that is responsible for this contract.  Email notifications are 

sent to this user. 






























































