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1.1. Welcome

This document is thAgentsUser Guide for théssueCentreveb application and provides instruction and
information on how to use théssueCentrapplication. Its$ targeted at agents using the system to éogl
updatetickets, process inbound emails and report ticket processing.

Please see the othdssueCentrelocumentation for further reference:
1 Installation Guide

T ' RYAYAAGN G2NR& DdzARS

1.2.  Browser Configuratio n

IssueCentréas 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 you get the best user experience \gdueCentrehe following browser settingsiust 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

Last Yhdated: 09/062009 5
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1.4. Glossary of Terms

The following list describes the meaning of terms used throughout thisrdent

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 hum

intervention, e.g. an agent logging a follays telephore call, or byissueCentresystem
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 sepatstomer
contract.

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

SLA Service Level AgreemenissueCentraises SLAs to ensutiekets are processed within the

required timescales.

Recod 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

Last Yhdated: 09/062009 6
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2. LOGIN

To access thissueCentra@pplication you must enter your login credentials on thgitoscreen. If you do not
have a login or do not know the URL required to actess=Centrglease contact your administrator.

IssueCentre — Login 0

Enter your assigned login details in the fields below and press the Login button

' Username admin
Password ssvsense

Forgotten Password Werzion 2.1.9547

Figure2.1 - IssueCentréogin

Once logged in you will be presented with the main menu from vhltfunctions can be accessed. Please

note, the profile that you login as will determine the functions that you can perform and hence what is available
onthe main menu.

LT &82dz KIS FT2NB20GSy @&2dzNJ LI a3 s 2 NRons&dersigdiiuctions.2ANA 2 { (
email will be sent to your registered address with instructions on how to reset the password.

Important

As a security precaution you will have 24 hours to reset your password after making the request.

Last Yhdated: 09/062009 7
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2.1. Main Menu

The main mau provides the following options:

T Newc Ticket/Email/FAQ To quickly and directly create new Tickets, Emails, and FAQs
1 Contracts To switch to another contract

i Tickets To search existing tickets

1 Email To view and process the Email inbox

9 Dashboard To view the current activity of the IssueCentre

1 Knowledgebase To browse and search the Knowledgebase of FAQs

1 Ticket Monitoring To open a window to show the status of Tickets under SLA

1 Reporting To access the exteive IssueCentralrill-down reports

9 Administration To administer the users and configurationlegueCentre

1 Logout To exit the application

All these functions are covered in more detail in the following sections.

At the right end of the main menu the is also access to your user profile, displayed as your name. Click on your
name to launch the page to edit your user details and change your password.

Last Yhdated: 09/062009 8
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3. USING MULTIPLE CONTRACTS

Handling tickets for different contracts issueCentrés simple.

If yourlssueCentrés not configured for multiple contracts then this section is not applicable.

3.1 Contract Selection

The ticketing menus désueCentrare generallycontract specific, meaning that any task you perform (e.g.
search/create ticketsyill be limited to the currently selected contract. The current contract is always visible by
means of the banner across the top of the main screen and also the colours used on the title bars.

+44 (0) 333 900 1123
IssueCentre

Mewv Tickets Email (18)  Knowledgebase  TicketMonitoring  Reporing Dashboard — Administration=  Logout (Admin Admin - 16/06/2009)

Search Tickets

Figure0.1 ¢ Sample Brandm

To change to another contract from the main menu seléohtractsand then select the required contract from
the drop down list that appears.

3.2 Log ticket to a different contract
Contracts  Tickets

Contract 1
Contract2

v |55UeCentre
IssueCentre2

Last Yhdated: 09/062009 9
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4. TICKETS

All agent work inssueCentrés centred around thereation and processing of Ticketscketsstart from a user
needing totrackan issue. The problem is logged as a new ticket and subsequently all files, data and activity
associated with investigating and resolving the issue is stored in the ticket.

This section explains how Tickets ananuallycreated, found and updated by agents.

4.1 Creating a Ticket

A new ticket can always be creatémt the current contracby selectingNew ¢ Ticketfrom the main menu. This
will open a new browseapopupwindow withfields to capture the information required to create a ticket.

Add Ticket

Product:”
— All Products —

Versiun:- Select value from list v
Platfurm:- Select value from list v
Versiun:- Select value from list v

Error Type:” )
Select value from list w

Priority:"SLA response is 2 hours

3 [v]
Status:” )
Under Investigation il
Tags: Show alltags

Ticket Timer: 00 1 0 EI‘I N;j

Company:™ )
" © Problem Description
Contact:

Use a problem description template: | Select value from list | |

Summary®

adl Description®

Internal Notes:

Received By” i
— Please Select — v
Ticket Owner: o
Admin Admin v
Supplier Ref: o

Client Ref:

E cancel

Last Yhdated: 09/062009
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For assistance in creatimgnew ticketuse the following step by step guide.

1. SelectNew Ticketfrom the main menu
2. Seletthe Contact to which the Ticket is to be assigned. This can be achieved by multiple methods:
1 Select the Companlyy typing in the first characters to filter the selectido which the contact

belongs. Click on thmagnifying glass icol ) to select tre company from the popup list. The
popup list can be searched by typing the first characters of the company name in the search
field at the top of the popup.

1 If the Company does not exist, a new company can be created by pressih¢2thé LI Atlé Q a

button @)

1 Select the Contact of the companglick on the magnifying glass ic. ] to select the contact
FNRY GKS O2YLlyeQa fArAad 2F O2yidlO0Ga 2Nttt O
| If the Contact does not exist, a new contact can be creatddlbyS a 8 Ay3d GKS /2y il O
@); a company must be selected first.
3. Categorise the ticket using the drop down selection fiétstdProduct, Product Version, Operating
System, OS Version, Status, Priority, Error Type and Received By. All theaesfimlasdatory but
some will have been set to their default values to speed up enfigtting these values will help you find
and manage the ticket at a later date.

If any of these categories do not have your required value, please contact your managewriew whether
the issue should be supported or whether new entries need to be added to the list of options.

4. Ensure that you enter dialog into the Summary dialog box (without this summary you will not be able to
load/update the ticketEnter the detail®f the problem description. A full explanation of the problem,
including steps to reproduce the issue will assist other agents in understanding and processing the ticket
at a later date.

5. Certain Products may be configured to prompt for specific inforomattb be captured upon creating a
ticket. If the product chosen requires additional information, answer the questions displayed onscreen.

6. While the ticket is being created a Stopwatch runs in the bottom left of the screen to time how long you
are spendingpn creating the ticket. If required, you can pause the stopwatch while you deal with
another issue.

7. Press theAdd Tickebutton to create the ticket The calculated time will be shown but can be
overridden if required.

8. A summary of the new ticket witle shown, including the unique Ticket No. To continue work on the
ticket e.g. to upload an associated file, PressEdébutton.

See Sectiod.4for how the ticket can be updated onceitbeen created.

Last Yhdated: 09/062009 11
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Usage Tip

=

An agentcan work on more than one ticket at a time as each ticket is opened in a separate popup browse
window.

Ticket Fields Usage Notes

The supplier reference field is provided so that if the ticket is being investigated'bpaxty supplier

(such as the mduct vendor) you can store their reference to the issue. The supplier reference can be
added to the criteria on the search screen so that the relevant ticket(s) can be found based information
provided by the supplier referencing only their reference namb

The client reference field is likewise provided so that if the ticket customer contact supplies their own
reference to the ticket this can be stored and searched accordingly.

The internal notes field is provided to store additional private informasibout the contact or issue that is
not made available to the contact through the web interface.

The full descriptions of the drop down selection entries can be obtained by selecting the value and then
hovering the mouse over the combo.

Ticket Owner

Issue@ntre allows a ticket to be owned by an Agent. When creating a ticket the currently logged in Agent
is shown as the owner. This may be changed though by selecting another Agent from the drop down list.

Using the Tags
Using the tags provasmechanisnfor review

Footnote: You will need to be granted permission by your administrator to add tags

J£AO] 2y 6GaK2¢ Fff ¢l 3aé (2

lTagS: show all808  need to add a new tag you can type the name into the dialog
boxandthenyow Af f 0SS LINRPYLIWISR G2
fingerprints
Ly G4KS AYF3AS 16208 + G1F3 aFAYISNLINRY (¢ Klydickingos y
GKS &aNBR ONBaveddromithe tickdt.y o6 S NJ
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4.2 Searching for Tickets

Existing open or closed tickets can be retrieved flsgueCentraising the Search screen, select it by choosing
Ticketsfrom the main menu.

+44 (0) 333 900 1123
IssueCentre
MNew~w Tickets Email (18) Knowledgebase Ticket Monitoring  Reporting™ Dashboard — Administration™  Logout (Admin Admin - 10/06/2009)
Company:| ‘ ! Ticket Ref: l:l Status: | Select value from list ™

Contac‘t:| ‘ ! Client Ref:| | Priority: | Select value from list I

Vendor: | Select value from list hd Supplier Ref: | | Texi:|

Product: | Select value from list i Company Ref: | | Results per Page:

Tickets:| Open fickets 2 Date From: j o j Result Format: Ticket @ Issue O

Tags: 2 Ticket Owner: | Select value from list ¥ 4 Search

Figure0.1 ¢ Ticket Search Criteria

The default criteria will return a list of all currently open tickets. Use any of the criteria fields at the top of the
screen to limit theresults to the tickets of interest.

The format of the results displayed can be switched between two modes; the default shoges the primary

ticket category columns, and the issue mode shows part of the issue description. Select this alternative mode by

selecting the Issue Radio button on the search criteria panel.

The result lines will be coloured according to their assigned priorities, as configured by the administrator. Icons
sy

may be displayed at the end of each row to show whether the ticket has mdemset(**’) and/or the SLAhas

been breached.The colour of the icon changes from green, to orange to red as the time of the reminder nears.

N.B. If you have multiple contracts configured, the search will be limited to the currently selected contract.
Use the following step by step guide to understand the how to locate your tickets.

1. SelecfTicketsfrom the main menu.

Enter the required search criteria in the fields

Select the output format using the Issue and Ticket radio buttons

Press theSearchutton to obtain a list of results that match the criteria

The results can be viewed/edited in the following ways:

1 Use the paging buttorg! 2 - 500 or 335 ) at the bottom of the list to navigate between result
pages

arwDN
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9 If the ticket is currently being edited by another agent thakéit cannot be edited and will show a
Padlock icon instead of the Edit icoHovering the mouse over the Padlock icon will show the name
of the agent that currently has the ticket locked.

9 Clicking on the Padlock icon allows the lock to be forcibly reho¥ereason for forcing the lock
removal must be provided.

9 Click on the list headings to change the order of the results

Click on the unique Ticket number hyperlink to view the Ticket in read only mode

1 Click on the Edit icon (icon) next to the ticket refiece to edit the ticket

=

Last Yhdated: 09/062009 14
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4.3 View Ticket

To view a tickewithout locking it for update, click on the ticket number in the search results. This will display all
of the ticket details in a new popup browser windony number otickets can be openedhithis manneias
requiredwithout affectingother Agents use of the system.

Ticket No: 105741 BEe

Ticket Raised By Classification Supplementary Info

’Company: Cranes HigH | [Product: MaiL ) JSuppIier Ref:

Ref: SAMP11 Priority: P5 Client Ref:

Contact:  Lorrie McTulle Error Type: Bug Found Last Updated: 06/06/2009 2217
& 000 457457547 Status: Under nvestigation
@ 000 3562365365 Owner: Mike Edwards

g i ’ Internal Notes:
1 lorrie@craneshigh

Summary: low priority issue

4 ¥ Events

Date Event Type User Description
06/06/2009 22:17 Ticket Created MRE low priority issue
06/06/2009 22:17 Ticket Updated MRE Information updated:

Company: Cranes High

Contact: Lorrie McTulle

Product: Mail

Product Wersion: 10.5.7

Operating System: Mac 03 X
Operating System Version: Leopard
Received By: Email

Error Type: Bug Found

Priority: P42

Status: Under Investigation

¥/ = Ticket History

Wiewed on 10 June 2009 at 11:14

Figure4.3.1 ¢ View Ticket (read only)

The windowdisplays all the summary information at the top and then the history of the events activity that
agents and the customer havenf@med on the ticket in chronological order. This will display all work
performed on the ticketincluding filesuploaded, emails sent, information added etc.

Below the ticket Events list the history list shows the history of changes to the key tiekass $uch as Product,
Status, Platform etc. This allows you to see in particular how the status of the ticket has changed over the
lifetime of the ticket.

Pressing thérintbutton will produce a printout of the full ticket detail€licking on théditicon {/‘1) at the
top of the screen wilthange the window to the Edit Ticket screen as described in the next section.

Last Yhdated: 09/062009 15
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4.4 Updating Tickets

Selecting to edit a ticket will lock the ticket to the currently logged in ggemetventing other agents from
working an the same ticket for the duration the agent is viewing and making changes to the ticket.

Ticket: 105741

Company:”
Cranes High
Contact:”
Lorrie McTulle

Problem Events Files Reminder Notifications

Knowledge Base

g+

Problem Description

7’@ Summary”
low priority is=ue

SAMPI

Description”
T 000 457457547 -
Q000 3582365285 low priority issue
@} lorrie@craneshigh
Product:”
Mail w
version: | 10.57 e
Platform; | Mac 05 X i)
\ersion: | Leopard [
Error Type:”
Bug Found w
Priority:" 5LA rezponse is 10 hours
S hd
Status:”
Under Investigation [l
Tags: Show all tags
Internal Hotes: Received By:"
Email
Ticket Owner:
Mike Edwards
Supplier Ref:
Client Ref:
Ticket Ti 00 . 36 \;E‘I u;j " Update  (SaPrint  [EJEmail Y Cancel
ICKe imer: "
Figure4 4.1 Edit Ticket

In order tofree the lock and allow otherglents to update the tickethe Agent mustremember topressthe
Update Tickebutton and choos to close the window or press ti@ancebutton to close the ticket

Editing a ticket shows the full details of the ticket in a popup browser window. In addition to the initial problem
details enteredfurther information can be viewed and entered usihg multiple tabs displayed across the top

of the screen.Each of these tabs is described in detail in the following sections.

Important

7 < A

L¥ G4KS (G4A01SG 6AyR26 Aa Of
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Whenthe agent next selectSicketsf N2 Y GKS YIFIAYy YSydz §KS I 3SydiQa OdzZNNB
given the opportunity to release the lock.
LY 2NRSNJ G2 SyadsaNBE GAO1SGa I NByQid f 201 SRanteBuffoB S NI G K I
used to close the ticket if changes are not to be stored.

Events Tab

Company:"

The events tab shows the list

of manual agent generated
[oorre icraie @ e nstory o vens ot e i o s et [ events that have been

pe
SAMPI 06/06/2000 22:17 WRE  Tickel Created
@ 000 457457547 Total Event Time 0:42

$ oo recordedfor the ticket. The

7 events ardisted in
chronological order so that the
v agent carview the full history
N of the ticket from when it was
o e first created.

version; | 10-5.7

< ] &) |1R1%][2)1%

Clicking on an event from the
list displays the full text of the

rexerrimer: 00120 G &0 o upiete] | et ] [ ESemed] | @ cones event in the field below.

To add a new event to the ticket, press the Create a New Event button.

To calculate the amount difme spent resolving the ticket issue, against each ticket the user must set the
amount of time spent on the event

Files Tab

Any type of file can be uploaded and associated with a
ticket. This allows you to store screenshots, configuratiq
files, errorlogs and any other file information that has -
been collected to help diagnose the issi®ease note s 7= i
that customers that have been given accestsgueCentre
can also uploadnd viewfiles on a ticket. o 03:37 i 8 e s Gt @ e

To upload a file, press tH&rowsebutton, select tle file from the file system and then press tploadFle
button.

To view a previously uploaded fjlest click on the filename hyperlink in the list

Last Yhdated: 09/062009 17
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Reminder Tab

This tab provides a means to set a reminder to

time by which an action should be completed

Time: | 12[¥[| 00| Dater

Lorrie McTule

June 2009 y

SANPI <
Su Mo Tu We Th Fr Sa

@ 000457457547
Q000 3562365365
@ lorrie@craneshigh

Reason:’
12024 s]s )

Product:’

1l ~
version” | 1057 &
Platform: | Mac 0S X e
ersion: | Leopard >

Error Type:

Bug Found -

Priority: SLA resgonse is 10 rours

3 -

status:”

Under Investigation -

Tags: Show al tags

reverrimer: 0229 G &

« Update

Sprnt EEmail| @ Cancel

perform an action to a ticket at a future date
and time.Tickets with Reminders set will show
up with coloured iconsn the Ticket search
results. In addition email notifications can be
configured to be sent to the agent when the
reminder time is reached.

Ticket: 105741

Knowledgebase Tab
This tab provides access to the
knowledgebase to allow the agent to

search for an FAQ that matches the tickqr:

issue. The knowledgebase autoncatly
navigates to the ategory associated with
the product that the ticket relates to.

The use of the knowledgebase is
described in more detail in sectidhO.

Last Yhdated: 09/062009

Company:* re Problem | Events Reminder | Knowledge Base | Notifications
Cranes High [ ‘ =
Contacts Knowledge Base
Lorrie MeTulle 7@ HomellssueCentrel
[1ssueCentre Sub-C i 1 Wourd you iike t0..7
& Upone level 1 Apple (0) ¢J Microsoft (8) [& AddanewFAQ
Apple Wicrosoft
Text Search
Product: (] Pacific Blue Search for:
Mail 57 Corp (0)
Version” [ 1057 v Paciic Blue FAQ Titles
Platform; | Mac 08 X £ FAQ Description
o
Version” | Leopard = FAQ Content
Error Type:' FAQ Attachments]
Bug Found % @, Search @ Clear
Priority:” SLA response is 10 hours
Ps A
Stafaar [Most Viewed | [Recently Added Articles
Under Investigation v [2) KBOODO3: Toolbars [E] KB0ODO1: Letter signature
Tags: Show alltags I cannat see all of the buttons on my toolbars Haw do linsert my signature on a letter?
[E KB00002: Page Humbers
[5] KBOODO2: Page Numbers How da linsert page numbers on all pages of a
How do | insert page numbers on all pages of a document except the first page?
document exceptthe first page?
R T, b
. v Updat: S Print Email C 1
Ticket Timer: 01 .23 \_III f) ¥ Update = b Eemas 0 ancs
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Notifications Tab

This tabprovides the details of all the email
notifications that have been sent during the lifetime
of this ticket.

Notifications may optionally be switched off from
this screen; thigs dependent on the agents
permissiors.

Pressing th&mailbutton from within a Ticket the user can send an email to the customer or another contact

that will be recorded directly to the ticket event
history.

The email will defalt to sending to the ticket contact
and will have a signature added to the email body of
the current logged in user.

Email from issuecentretest@fosolutions.co.uk

@ Back

01:10 G &
To: lorie@craneshigh;
cC:

BCC:
Subject:” Message from IssueCentre [REF#105741]

2
Send

Please Select a Template [¥|

Event: | Select value from list | v

The recipient, CC and BCC fields can all be set to of o

addresses as required. Multiple email addresses cal
be supplied by separatineach address with a semi
colon (;). File attachments can also be added to the
email by pressing thBrowsebutton to select the file

and then pressing thé\dd Attachmenbutton.

Sl Add attachment

Email from Ticket

IssueCentrgrovides full email integration with email sending from within tickets and inbound emails managed

for all contracts through the central Email inbox.

Sending emails from withilssueCentrensures thagll emails are audited and that the From and Refy
addresses are correctly configured for the contract brawée therefore recommend that all email activity is
performed withinlssueCentrand not from any external email clients.

Last Yhdated: 09/062009 19







































