Staff control panel user manual

Staff users typically use the staff control panel to handle the following primary tasks:

o Ticket management.

e User management.

e Downloads management.
e Knowledgebase management.

e Trouble-shooter management.

¢ News management.

e LiveResponse management.
e Send private messages to other staff.

o Teamwork management.

(¢]

o
o
(¢]

View calendars.
Manage contacts.
Manage events.
Manage tasks.

[90]

Much of the staff control panel is permission dependant. Permissions for staff users or staff groups

are managed in the administrator control panel — not within the staff control panel.
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Accessing the staff control panel

The staff control panel can be accessed at:

http://www.yourdomainname.com/pathtosupportsuite/staff

You will be presented with a login form similar to the one shown below.

3.10.02 03 March 2007
Username: |:p Staff_User |
Password: |****** |

Remember ®ves O Mo

Me:

Powered by SupportSuite
Copyright @ 2001-2007 Kayako Infotech Ltd,

Username - your staff/admin username.

Password - your staff/admin password.

[91]

Remember Me - if enabled, your login details will be ‘remembered’ using a browser-based

cookie.
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Interface quick reference

The interface quick-reference is a visual FAQ (frequently asked question) guide to the most common
interfaces of the SupportSuite staff control panel.
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Dashboard

Dt b s | Preferancas « | Provsts Madsagas

I Ticket = Tussday, 17 april 2007 L
_g_'! Conkact Staff User
m Evamt cets Due Today b&:00
Task UZ0-P24365: About your websits b : Staff Usar | | 0900
Artich - i
) . TAK-TIIFNT: A MEssaQa 11 T Staff Usar L
File 11:80
MMZ-783203: Anather ticket i $ Test
Haws = 1200
1300
Invoics #24356 followup Undated
. ) 14:00
Ll Sales tearn sudit Lindated 1500
] Statistics .
: ' 16:00
e % Filters 0 W Tickets: 1
=E = 17:00
5 Al on hobd tokets ) M Clhats: 0 1800
5 Exarmple filter .
- 1 19:00
_ 3 il " ! el " Mgk | 5
« mow laal wale Ul Waal || Month |

- Exarnple Lakel (2] | Today || Muows (1)

v Cipdine Staff
I (] Seaff Lser I3

e 1 - the quick-insert menu. From this menu you can quickly insert/create new tickets,
contacts, events, tasks, articles, files, news and user accounts.

e 2 - the department and ticket tree (see department and ticket tree). Lists departments, sub-
statuses, filters and labels.

e 3 - staff status box. Displays the staff users who are logged into the staff control panel,
administrator control panel or LiveResponse Client Application (see staff status).

e 4 - the today overview. Shows overdue tickets, overdue tasks (see tasks), tickets due today
and overdue tickets, new tickets since your last visit and new chats.

e 5 - the calendar overview. Shows your current day’s events and appointments (see events
and appointments) according to your configured work schedule (see work schedule).

e 6 - the article quick-search box. Type keywords into this box and “wait” - if any matching
knowledgebase articles are found they will open up in a list.
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Ticket listing

For clarification, the ticket listing shown below has been split vertically in two.

ARG B iews = Labels = Mass Action 1

Subject Ticket ID
[ g About your website (00 1, 2) % UZ0-224368
3 Test a 5)5-?80953
(Hi @ Another ticket MMZ-753203
2] est 0 [f§rH-z09780
A rmessage 7 # 8 IAK-723997

e 1 - Change the ticket listing view (see customizing your ticket lists), create a new label (see
ticket labels) and open the mass-action menu.

e 2 - the yellow ticket “Jicon indicates that the ticket has been updated since your last visit. A
Gray ticket “J icon indicates no updates since your last visit.

e 3 - the note and billing _b icon shows here if the corresponding ticket has had one or more
ticket notes added to it (see ticket and user notes) and a billing entry (see billing information
and time tracking) logged.

e 4 - the billing =% icon shows here if the corresponding ticket has had a billing entry (see
billing information and time tracking) logged.

e 5 - the escalation * icon shows here if the ticket has been escalated, affected by an
escalation rule (see escalated tickets).

e 6 - thelabel [ icon shows here if the ticket has one or more labels attached to it (see ticket
labels).

e 7 - the assigned * icon shows here if the ticket has been assigned to yourself.
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| || Messages o~ || Quick Search  Options ‘
e RO R
Staff User ] 26rml3s 23hizmed7?s | %
Staff User 0 3h49mSs 11ht3mz @R B¥
Test 1] &himSds 11h13mzes | %7
James ] 17d13hiim 23h26mlls %
Staff User 2 64d2h3im Overdue %

¢ 8 - the ticket shown here has been flagged (see ticket flags).
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Ticket view
meral If Post Reply [ Forward : Follow-Up I Billing . fdd Motes Ralease 1 History {2 | Chats {8) fudit Log Edit l
Tickst [0 Cwner | Department Priority | Due | Labels
""" T UZ0-924368 Staff User General Madiurm 23hz0ms5s -- Lina '12:’
[(] Mote by Staff User - 17 Apr 2007 12:20 AM (18mlls) i)

Munc ultricies adipiscing libero. Sed dapibus ipsurm ac ante. Mauris tortor, Sed augue justo, sagittis eu, feugiat sed, ornare vitae, risus,
Proin mallis bibendurn enim. Fusce ut tortor, Aliguam a erat sed erat pulwnar scalerisque. Suspendisse nunc. ‘-Jastihulum ante ipsurm
prienis in faucibus orci luctus et ultrices posuere cubilia Curae; Fusce in dui sed elit pharetra fringilla. Sed at orci. Curabitur gravids orci id
mi. Sed urna. Maecenas pellentesque est tampus quam. Aenean ac orci.

I quam sed diam lacinia pharetra. Fusce sapien libero, rhoncus vitae, viverra sed, suscipit luctus, nibh, Aenean libero eros, facilisis
L rmollis vitae, placerat nec, quam. Aliquarm erat volutpat. Wivarmus pretiom.

[ Billing Entry for: Staff User on 17 &pr 2007 12:16 AM o
Remaote maintenance,
Worked: &0 Billable: 60 4
Location: From office (remote)
Total Time Worked: 60 Total Time Billed: &0

|——

| Page 1 of 2 FIEREY 5 || =) Template Group: default ]« Previous Ticket et Ticket » :

E=

Chris Read - Posted on 18 Jan 2007 01:22 PM o |

| user Lorem ipsum dolor sit amet, consectetuer

E adipiscing elit. Pragsent diam enim, varius sed,
imperdiet in, tincidunt vel, magna. Pragsent nulla,
Mauris auctor. Vestibulum erat pede, imperdiet vel,
pulvinar id, auctor vitas, negue. Vestibulum eu
nulla at est dictum semper. Etiam suscipit lacinia
risl, Quisgue ornare, arcu sad eleifend vulputate,
augue risus ultrices tortor, in interdum telius

sem a quam. Suspendisse at lectus ut justo
egestas euismod, Suspendisse vitag nunc.

Praesent lobortis magna at augue.

Thank you;
Lagt Edited By Btaff User On: 31 Jan 2007 10:50 PM

=B ) 7 Email: chris@read.com 8 IP: 82.45.22.37

1 - the ticket management menu (see ticket management menu).

e 2 - the ticket information bar (see ticket information bar).

¢ 3 - the contents of a ticket note that has been added to the ticket (see ticket and user notes).

e 4 - the contents of a billing and time tracking entry that has been added to the ticket (see
billing information and time tracking).

e 5 — the template group through which the client user submitted this ticket (see template
groups in the administrator control panel).

e 6 — the ticket replier's name and recipient type (see CC, BCC and third party recipients
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e 7 - print 3, edit =l or deIe_te 7 the ticket reply. When the ticket reply is received by the mail
parser, a e-mail headers ' icon will show. Clicking this will allow you to view the raw e-mail

headers for this ticket reply.

e 8 - the ticket replier's IP address.
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Dashboard
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The dashboard is a system overview, presented to you when logged into the staff control panel, as

shown below.

Dashboard |

» Quick Insert
0 Ticket

& Contact
Event

[ File
[ Hews

= view All
-7 Filkers
(5 all on hold tickets
[} Example filter
g1 [Fl Labels
S A new label (1}

iy Example label (2)
8 General

M

m

s Online Staff

w

i) Staff User

= Filter Tickets =

| Downloads |

IDS-730955: Test

Mavigation
menu bar.

() UZ0-924368: About your website

me
Statistics
I MNew Tickets: 1]
) New Chats: 0

|_ Today || News (1) I

TRT-584563: Another ticket from

Department and
ticket tres,

o

Staff User
Staff User

Staff User

ed In: Staff User | S

Trovbleshooter

article

® Wadness search box,

08:00
09:00
10:00
11:00
12:00
13:00

The “Today"
ovEryiew,

| 18:00

pport Center | Admin CP | Logout

The instant-

I 19:00 /
i Day | Work :i)'fen:k ||| Woeek J

Mant

/ Staff statuses, '

Calendar overview,

1. Staff status

2. Department and ticket tree

3. Quick-insert menu

4. Navigation menu

5. Calendar overview

kayako
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6. Today overview

7. Instant-article search box
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Staff status

w2 Online Staff

[l staff User

The online staff box lists all staff users who are currently logged into the staff or admin control
panel.

e A purple icon [ denotes the staff user logged into LiveResponse Client Application.
e Avyellow icon ! denotes the staff user logged into the staff control panel.
e A pinkicon J denotes the staff user is logged into the administrator control panel.

« A PDA icon &l denotes the staff user is logged into the staff control panel via the PDA
interface.

Clicking a staff user’s name from within this box will take you immediately to a new private
message screen, allowing you to send a private message to that staff member.
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Department and ticket tree

w2 Filter Tickets +

B view Al
e =7 Filters

b Exarmple filter

abels

| Example label

2.7 General

.. Open (1)
wd_1 ©n Hold

-.{_ Closed

=/ Sales

T Cpen

on Hold

-.{_ Closed

The department tree lists the following:

A view all link.
o Clicking on this will show all tickets whose status is open.

A list of filters.
o Clicking on a filter name will display all tickets matching the criteria of the filter. For
more information, see ticket filters.

A list of labels.
o Clicking on the name of a label will display all tickets that have the corresponding label
attached. For more information, see ticket labels.

A list of all support departments you (as a staff user) have access to.
o Clicking on the name of a department will display all tickets whose status is set to
open.

The ticket statuses within each department.
o Clicking on the name of a status will display all tickets set to the corresponding status.
For more information on statuses, see ticket status.

The ticket count within each department.

A red icon if there is a newly updated ticket within the department or a yellow icon if there are
no newly updated tickets within the department.

Each tree on this menu is expandable and retractable. This means that clicking on the ™ + ™ or
" — " icon at the top of each tree will respectively expand or retract that menu.

Likewise, clicking on the ™ + ™ icon at the top-right of the tree content box will expand/retract
all menus respectively.
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Quick-insert menu

w2 Quick Insert
<1 Ticket
&5 Contact

o] Event

& Task
#:5 Article

The quick-insert menu provides one-click access to forms enabling you to insert or create new
items within the system.

o Ticket - create a phone or an e-mail ticket (send an e-mail). For more information, see
creating a ticket.

e Contact - create a new contact. For more information, see contacts.
¢ Event - insert a new event into the calendar. For more information, see teamwork.
e Task - create a new task. For more information, see teamwork.

e Article - create a new article and insert it into the knowledgebase. For more information, see
knowledgebase.

o File - create a new file and insert it into the downloads database. For more information, see
downloads.

¢ News - create a new news item. For more information, see news.

e User - create a new user (support desk users — not staff or administrator users). For more
information, see creating a new user.
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Navigation menu bar

Live Support Teamwork ; knowledgebase

Drashboard |  Preferences = | Private Messages

The navigation menu allows for navigation around all of the core sections of SupportSuite.
Depending on your configuration in the administrator control panel (see general settings), opening a
menu item will involve clicking or hovering over an item.
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Calendar overview

- Tuesday, 16 January 2007 L

MNavigate through

08:00
09:00
10:00
11:00
12:00
13:00

14:00
15:00 Change calendar

days.

WIS,

16:00
17:00
18:00
19:00

—[ Cay H Work Week ” e ek H Month ]

The calendar overview shows today’s public and private events for the working hours set in your
staff user preferences (see the work schedule).

Clicking on an event will take you to more detailed information for that event entry, as shown below.

- Tuesday, 16 January 2007 e
08:00
09:00
10:00
11:00
12:00

13:00 - 14:00

HEHLI Example event entry

13:00 - 14:00

14:00 Example event entry

15:00
16:00
17:00
18:00
19:00

—[ Cay H work Week ” wieek H Maorth J
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Today overview

The today overview gives a preview of the following information:

= Number of updated or new tickets (“new tickets”) since your last visit.

Number of new chats since your last visit.

Number of tickets “due today”.

Number of tickets “overdue”.

() UZ0-924368: About your website
() 5GG-962841: Server down

Staff User
John Edwards

Statistics

1 Mew Tickets: 1
[ Mew Chats: 0
l Today H Mews (0) J

Clicking on the News tab will show news items that have been posted for staff user access only, as
shown below. For information on managing and creating news items see news.
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1eWS

Staff-only example announcement
Fosted by Staff User 24 Jan 2007 12:13 FM

Description
& Read

. Today l Mews {1}J

Copyright © 2001 — 2007 Kayako Infotech Ltd. www.kayako.com
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Instant article search box

Q, cpanel

Logg Test article 100.00%:

roubleshooter Mews

Filters = |  Reports =

Typing a keyword (or a series of keywords) into the search box on the top right of the interface will
search all knowledgebase articles for related articles.

All the staff user has to do is type and wait for the search to be performed. Clicking on a search result
will open the article contents as shown below.

'Y Test article

Solution
This is a test article for IRS cpanel.

4 Close Window

Done
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Staff user preferences

To access the preferences overview:

1. Open Home on the navigation menu bar, as shown below.

Tickets Live Support I

rd |  Preferences~ | Private Messa

; Settings
b Insert
E wiark Schedule

1
i E] Change Password

tact T MEW TICKETE!

2. Open the Preferences sub-menu.

3. Click Settings.
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Regquired Fields ...

Team

Full Name
Enter yvour Full Mame, This name will be publicly

visible to your users and also used as the From
Marne in all Qutgoing Mails,

Email

Please enter yvour personal email address here. All
Alerts assigned to your usernarme will be sent to this
address, Please make sure that this address has not
been created as an Email Queue. If there is an
already existing Email Queue under the same
address, it might create bounce back loops,

Time Zone

Select your Time Zone. If set, this time zone will
override the default setting.

Enahle Daylight Savings &y &y
If Enabled, The Time Zone offset will be < res o

automatically corrected when Davlight Savings takes
effect,

NET=1at=12=1 =1 =}

Adrministrator

|Staf‘F User |

|staff@user.com |

| -- Default Time Zone Setting -- w

Enahle Private Message Email Alerts ®ves Ono
If enabled, you will receive an alert wia Ermnail B
whenever a Private Message is sent to you,

Enahle Private Message Javascript Alerts ®ves Ono
If enabled, you will see a Javascript prompt B

confirming the receipt of a newly received Private

Message,

3l FlIEls

Cell Number
If you wish to receive SMS alerts, enter your Mabile

Mumber, Do not prefix or add any spmbols such a5 +
oF -, elc,

Example: 13038761234

Signature

Enter the signature vou wish to be appended to all
outgoing mails,

Update Details

Required Fields

[109]

Team - if you have been added to a staff team (configurable using the administrator control

panel), the team name will be displayed here.

Full Name - your full name. This name will appear on your ticket replies, for example.
E-mail - your personal e-mail address.

Timezone - a configurable timezone offset.

Enable Daylight Savings - enabling this option will cause SupportSuite to automatically
correct its timezone offset when daylight savings time is applicable.

General Settings
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o Enable Private Message E-mail Alerts - enabling this option will cause SupportSuite to

send an e-mail to your personal e-mail address (configured above) upon receipt of a private
message sent via the staff control panel.

o Enable Private Message JavaScript Alerts - enabling this option will cause a JavaScript
popup window to appear whenever you receive a new private message, as shown below.

[y You have a new Private Message
3 =" Click OK to Open the Private Message list in a Mew Window,

I a4 | l Cancel

Optional Fields

e Cell Number - your cell phone (mobile phone) number. This is especially required if you plan
to use the Kayako SMS Gateway (see Kayako SMS gateway).

e Signature - this signature field can be appended to all of your ticket replies.

Click the Update Details button to confirm your preference changes.
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Changing your password

To change your password:

1. Open Home on the navigation menu bar, as shown below.

Tickets - Live Support
rd |  Preferences = |  Private Messa
Zettings
Inse
. @ worl, Schedule
" E] Change Password
tact

Gl NeW T CKETS)

2. Open the Preferences sub-menu.

3. Click Change Password.

Reset Password | |
If vou wish to change yvour current password, please enter the new
password here,

Password {Confirm) I |
Confirm your new password, This password rmust match the one
entered above,

Update Details

¢ Reset Password - enter your new password here.
¢ Password (Confirm) - renter your new password to confirm your typing.

Click the Update Details button to make the password change.

kayako
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Your work schedule

The work schedule is configurable by yourself and can be found under the Preferences menu.

The work schedule entered here determines the hours that are displayed for your daily calendar
overview on the dashboard, as shown in the dashboard section - where only your working hours set
here are displayed.

To access the work schedule area:

1. Open Home on the navigation menu bar, as shown below.

=

Live Support

rd |  Preferences~ | Private Messa
y Settings
¢ Insert
E wiark Schedule
¢ !
i E] Change Password
tact

ol MEeW TCKEeTS!

2. Open the Preferences sub-menu.

3. Click Work Schedule.

Mark Schedule

Sunday G‘Ilz;nu A v|=}|11:45 P VI

@ Closed

Monday ®

5:00 AM % |=>|7:00PM ¥ |
O Closed

Tuesday ®

5:00 AM v |=>|7:00PM v |
O Closed

Wednesday ®

5:00 AM v |=>|7:00PM v |
O Closed
Thursday ®

5:00 AM v |=>|7:00PM v |
O Closed
Friday ®

5:00 AM v |=*|7:00 PM v |
O Closed
Saturday &

12:00 &M & |=>|11:45 PM ~ |
@ Closed

Modify the hours for each day as appropriate, or select the Closed radio button if no hours are
worked on this day.

Click the Update button to save your edited work schedule.
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Tickets

The ticketing features of SupportSuite make up one of the major components of the system -
ticketed help support.

The client user can submit a ticket via the client support interface (through form) or (if an e-mail
pipe has been configured in the administrator control panel), the user can submit a ticket through
e-mail.

When a new e-mail is sent with a new subject, a new ticket is created. All e-mail replies to this e-mail
subject (which contains, by this time, a ticket ID) will be appended to the same ticket.

The client can log in to the client support interface and review all correspondence to and from their
e-mail address, and staff users can log in to the staff control panel to review tickets (such as move
their department, respond to tickets, change a ticket’s status and much more).

A ticket comes with the following properties:

e A department — where the ticket is located. A typical set of departments would be “Sales”,
“Billing” and “Support”.

e A status - open, closed and on-hold are the default statuses.

e A priority - low, medium, high, critical and emergency are the default priorities.
e A label - labels or “tags” can be attached to tickets (staff use only).

e A flag - a colored flag used to flag tickets (staff use only).

e Notes - notes for view only by other staff users.

e Billing information - staff users can keep track of their time spent working on a ticket.
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Listing tickets
A ticket list is a listing of tickets, an example of which is shown below.

Quick-search |
yd = '

R ~T[Messages v | Quick Search  Options |

[Bieh= B0 i Views = Labels » Fass Actio

[ | Subject Ticket ID  Last Replier Replies Last Activity w Due
Fl <= A message TIAak-723997 &4 A labelled ticket 23dz23h36m %
] indicator,
Oa |- Another ticket from o sl 26d17h13m Overdue ¥
F] < Test ID=-730953  Staff User 1 28d13h3z2m Cverdue N
g about O =
Fl j\ wour website | 0-924368  Staff User f 29d19h18m Crverdus L
bOi1,:2)

~ /

4 flagged
ticket,

Updated ticket indicator. Ticket
ivellow if updated since ownership
wour last wisit). indicator,

e The current view - the name of the ticket view currently being used. For more information
on customized ticket views, see customized ticket listing view.

o Ticket ownership indicator - the red star indicates that the ticket is assigned to you (the
staff user). For more information on ticket assignments, see ticket assignment / ticket

ownership.

o Ticket label indicator - the ticket has one or more label(s) attached to the ticket. For more
information on ticket labels, see ticket labels.

o Updated ticket indicator - this indicator will display as yellow if a new reply has been made

to the ticket since your last visit. Hovering the mouse over this icon will give a brief ticket
overview, as shown below.
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| Mew Ticket = |  Predefined Replies = | Alerts = | Filters =

Zearch

H ¥» Manage » General » Open

=0 bl B Yiews = Labels = Mass Ackion

bld tickets . :
filter L] Subject Ticket ID Last R
] < & message IAK-F23997 Staff
bel (1) D P | Tect ThS-FROOET Staff
label (2) 'SricécgtE)IcD_:rIEiS-?BDQSS
— Subject: Tes
O CEmaiI Queue; 8 Staff
) L Departrnent: General —_—

Status: Cpen
Date: 15 Jan 2007 12:35 &M

Cwner: -- Unassigned --
Priority: Critical

Last Replier; Staff User
Full Marme: Staff User
Time Warked: 0

Ermail; test@asf.com
Replies: 1

Last Activity: 4d1hSim
Due: Overdue

The ticket lists can be customized according to criteria configured by each staff user. For example, a

ticket list can be generated that lists all open tickets. Customizing multiple ticket lists allows you to
quickly sort through tickets.

Mass-managing tickets within the ticket list

On any ticket list, multiple tickets can be mass-managed using an additional toolbar that will appear
in the view once more than one ticket has been “selected”.

Selecting a ticket involves checking the tick-box of the appropriate ticket or by clicking on the
Mass Action link, as shown below.

| Subject Ticket 1D Last Replier Replies Last Activity Due
[« < Another ticket from me TRT-S84563 Staff User 1 1d1ih33m 1hdErmSos
O a Test + 1DS-780953 Staff User 1 2d21hS3m %
O <= fi About your website (D 1,2) # UZ0-924368 Staff User & 4d2h38m Cwerdus

=« Options -\- W+ . Assign qcn = w» t+ .. i{%a"'e so ¢ F oo Satus -« ¥t s Priorty oo W +| == Mo Label -« V“ Go J

1 ra 3
) NET b E
1. Options
2. Assign to
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3. Move

4, Status
5. Priority

6. Labels and flags

Options

The options menu opens a list of ticket management tasks that can be performed on the selected
tickets, as shown below.

r [ LIRSS Lo LS LRSS,

l a Subject
el || ] <3 About your websit

i-- Cptions -- &+ -4

- Qptions --
Delete

1 T

B Ban & Delete
Merge Tickets
Mark Due
Marlk Due in 24 Hours
Mass Print

= Delete - delete the ticket(s) from the database. Ticket deletion cannot be undone.
= Ban & Delete - add the sender’s address to the ban list and delete the ticket. Banning a
sender’s address will mean that any tickets sent from this address will not be processed.

Ticket deletion cannot be undone. However, bans can be lifted via the administrator control
panel (see e-mail bans in the administrator control panel).

= Merge Tickets - combine the contents of multiple tickets (ticket postings and responses will
be merged together chronologically).

* Mark Due - the tickets will be marked as due for action.
= Mark Due in 24 Hours - the tickets will be marked as due for action in 24 hours.

= Mass Print - all of the selected ticket(s) and their contents will be combined into a printer-
friendly view.

= Mass Reply - send one reply to multiple tickets.
Assign to

Opening this menu will list staff members to who the ticket(s) can be assigned, as shown below. For
more information on ticket assignments, see ticket assignments.
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ot Ticket IT
Fver down GGEG-9625
out vour website UZ0-9243
w + + --Ma
- ign Ta --
-- Unassigned --
Staff User
Another Staff
Move
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Clicking on this menu will open a list of departments to which the ticket can be moved (transferred).
Departments are managed and configured in the administrator control panel (see departments in the

administrator control panel).

TEREL 1D Cast 13
GGEG-962841 John Ed
UZ0-9243568 Chris A

v + + iz

- M a
GZeneral

Status

Clicking on this menu will open a list of statuses that the selected ticket(s) can be changed to, as
shown below. For more information on ticket statuses and how they are used within the staff control

panel, see ticket status.

k1 John Edwards

X Zhris Read

Zlosed

Ticket statuses are configured in the administrator control panel (see ticket statuses in the
administrator control panel).
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Priority

Clicking on this menu will open a list of priorities that the selected ticket(s) can be set to, as shown
below. For more information on how ticket priorities are used in the staff control panel, see ticket

priority.

= u] 2d0h30m
] 2ddh3a0m
E-- %+ T+ -- N
- Priority --
f:ﬂeﬁlium
High
Urgent

Priorities are defined in the administrator control panel (see ticket priorities in the administrator
control panel).

Labels and Flags

Clicking on this menu will open a list of labels and flags that can be attached to the selected tickets,
as shown below. For more information on labels and flags are used in the staff control panel, see
ticket labels and ticket flags.

2d0h30m Overdus
>d0h30m Cverdue
ty - % + [ Hp Label - 82| Go |
-- Mo Label --

-- Mo Fla

Ticket listing area options and preferences

The ticket list options can be accessed by clicking on the Options button, as shown below.
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, Q
The Options
Logged In: Staff User | Support Center | Admin CP | Logout

e — .

Teamwork

Open

Predefined Replies = | FReports =

Filters =

Labels » Mass Action ‘

Clicking on this button will expand the list options interface, as shown below.

J Settings

Auto Refresh Grid

You can make the Ticket Grid automatically refresh at a reqular
interval by selecting a Timeline.

| -- Disable Auto Refresh --

Open Tickets in Seperate Window? Oves ® Mo
If enabled, the Tickets will be opened in a seperate window

After Replying Take Me To Ticket List |+
Zelect the Page that SupportSuite should load after you reply to a

Ticket,

Default Ticket Status when Replying
Select the Ticket Status that should be selected by default when you
reply. This can be a Status that denotes a Resolved Status,

Select Owner as Current User Ove: ® o
If enabled, the Owner field will automatically be selected as the

current user when replying,
Update

Ticket listing options affect all ticket listings viewed under your staff user account.

| -- Unspecified -- V|

Auto Refresh Grid - enabling this option will cause the ticket list to refresh itself periodically
at an interval set here.

Open Tickets in Separate Window - if enabled, clicking on a ticket subject from within a

ticket list will open the ticket in new browser window, as opposed to opening within the same
browser window.

After Replying Take Me To - this option defines where you will be taken after replying to a
ticket. It can be set to one of:

o Ticket (the ticket replied to)
o Ticket List
o Next Ticket

Default Ticket Status when Replying - this option allows for the selection of a default
ticket status that a ticket will be set to following your reply. For example, if replying to a

closed ticket while this option has been set to open, the ticket’s status will be set to open
following your reply.
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= Select Owner as Current User - if enabled, a ticket will be assigned to the staff user who
first replies to a ticket.

Click on the Update button for the changes to take effect.

Customizing your ticket lists

From within a ticket list, the “view” of the list of tickets can be customized. Listing templates can be
created to display a list of tickets in a particular way. For example, the information for the tickets
shown in a list can be customized.

When viewing a ticket list, the ticket listing view can be changed by clicking the Views menu, as
shown below.

Teamwork Knowledgebase
Manage Tickets |  Search = | Mew Ticket = |  Predefined Replies = | Alerts =

3 Filter Tickets | Manage » Sales » Open
g view Al Page 1 of 1 RiCNE v Labels = Mass Action ‘
I:—_I? Filters — %

[ 5 &ll on hold tickets

.| & Example filter L] Subject Ticket ID
o [ Labels 0l About your website UZ0-924368

g A new label Fl | Server down | eemcoom

.5 Example label (1]

o[B8 General \ The Views menu. I

..{_) Open
on Hold

wd_) Closed
£ [F@ Zales

Clicking this menu will open the ticket listing views menu, as shown below.
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i ]

Live Support Teamwork kKnowledgebase Downloads

arch =

[

loets

i1}

| MNew Ticket = | Predefined Replies = | Alerts+ | Filters* | Ri

*» Manage

Wigws = Labels = Mass Action ‘
o Defatliieh SR
=] Al Tickets

E View Options ’E Edit Wiew
] Mew Wiew

L]
O <4

Page 1 of 1

Default View - the standard ticket list view. Opening this view will restore all the default
ticket listing columns. Any saved custom view will not be erased, and will still be selectable.

All Tickets - a view of all tickets that are set to open.

View Options - options that allow editing and deletion of the current ticket listing view,
applicable if you have a customized ticket list view open.

Edit View - edit the current open ticket listing view. For information on editing ticket listing
views, see creating a new ticket listing view.

RSS Feed - a RSS feed of the tickets listed within the current open ticket listing view. See
what is an RSS feed, in the frequently asked questions.

New View - create a new, customized ticket listing view. See creating a new view for more
information.

When opening a view, the name of the view will be shown on the ticket listing as indicated below.
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Logged

Live Support Teamwork ‘ knowledgebase Downloads

| alerts= | Filters= | Rg

Manage Tickets | Search= | MewTicket= | Predefined Replies =

» Filter Tickets F ¥ Manage » General = Open

View Al LU Views w Labels = Mass Action I
g7 Filters es_e-— ———  — 1 0 —
[k &ll on hold tickets Tickets List (Example Yiew)
______ [ Example filter i Full Marne Subject «
.- [ Labels O Staff User Test
------ S A new label (1) O Chris Read i About your website (0O 1, 2)
""" uﬂ e [l Lisa Roberts & message
-5 Seneral
______ ,% Open (3) Page 1 of 1 \
i On Hold Name of the
i) Closed current view.
El---- Sales
..{) Open (1)
i On Hold
ol Closed

» Online Staff
] staff User

Creating a new ticket listing view

To create a new ticket listing view:

1. From within a ticket list, click on the views menu, as shown below.
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Live Support Teamwork Knowledgebase Cownloads

karch = |  Mew Ticket+ | Predefined Replies | &lerts+ | Filters» | Ry
[+ ¥ Manage
GET S i Yiews = Labels = Mass Actiun‘
=] Default View ‘
ot 5w —
] all Tickets
|:| _ ciﬁ lew Options >r% Edit View
< - )
% Mew View

Page 1 of 1

i1}

2. Click on the New View option.

3. An interface similar to the following will be opened.

Insert Ticket Wiew
Yiew Title I I
Tickets Assigned To -
Select the type of Tickets to be displayed in this view, Unassigned
) ) Assigned to Me
Unassigned: Tickets that are not assigned to any Staff Member ] ]
Assigned To Me: Tickets that are assigned to you All Tickets
All Tickets: Tickets that are unassianed or assigned to any user
Yiew Type ® public O Private

Select the Wiew Type. Public Yiews are visible to all Staff Members, Private Yiews are only
visible to the Staff Member who created them

SortBy _ | Ticket ID v |
Select the Field that will be used to Sort the data,

Sort Order

Zelect the Sort Order according to which the Tickets will be sorted.

Tickets Per Page

Enter the number of Tickets that will be displayed on one page in this view.

Ticket ID

Has Motes

Subject =

Ernail Queues
Departrnent _

o [_vovep ]
Last Activity

Cwner RV
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= View Title - the name of the ticket listing view.

= Tickets Assigned To - these ticket assignments will be shown within the ticket listing view.

= View Type - if set to public, the ticket listing view will be available to all staff users. If set to
private, the view will be available only to you.

= Sort By - by what data the tickets will be sorted (such as ticket ID, last response time,
subject etc).

= Sort Order - whether the tickets will be sorted from top-to-bottom (ascending) or bottom-to-
top (descending).

= Tickets Per Page - the numbers of tickets to list per page.
= Fields to Display - the fields that will be displayed within the ticket listing view.

An example of a customized ticket listing view, set to display all tickets and show only the ticket
subject and ticket creator fields is shown below.

The new customized view can be opened from within the Views menu:

» Manage

L= B Wiews w  Labels = Mass Action |
A Default Yiew %

all Tickets

Example Wigw
Vigw Options ¥

Mew Yiew —

Custorn ticket
data displayed
— = — = — | . . . .

Teamwork G within the listing.

Live Support

Horne

Manage Tickets | Search= | Mew Ticket= | Predefined Replies= || Alerts & | Fllte
3> Filter Tickets [+ ¥ Manage
o = view Al ELE R R Views = Labels = Mass Action ‘

|__[,> Al on hold tickets

Subject «
Test

Full Mame
Staff User

...... [ Example filter
g [I Labels

‘—_'D & new label About your website

Chris Read

B Example label {1
""" A0 u (1) Page 1 of 1

s Mame of the
L Open L) opened ticket
.. On Hold listing wiew:
..i) Closed

kayako



[125]

Deleting a ticket listing view

To delete a ticket listing view:

1. From within a ticket list click on the Views menu, as shown below.

s I Live Support Teamworls | Knowledgebase Diownloads

arch+ | Mew Ticket+ | Predefined Replies~ | alerts+ | Filters+ | R4

+ ¥ Manage

Wiews = Labels = Mass Action ‘
L ofak View D
=] All Tickets

E Wigw Options b=z | Edit Wiew
5] Mew Wiew RES Feed

kets

Page 1 of 1

{1}

2. Click on the View you wish to delete.
3. Open the Views menu again.
4. Hover over View Options.

5. Click Delete View.

Viewing tickets by department

Tickets of a certain status are directly accessible within the SupportSuite interface without you having
to create a customized view.

Under the department and ticket tree (as shown below), click on the status under the department
you wish to view.

kayako



» Filter Tickets &
L EE i Al

= Filters

& Example filter

.- [[0 Labels
‘—_'-- Example label

7= General

L) Open

-
ion HI:I|;|/“‘/

|:“| Closed

Click here to wiew all
tickets On Hold

within the Sales
department.
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Departments are configured in the administrator control panel (see departments in the administrator

control panel).

Viewing tickets by label

Under the department and ticket tree (as shown below), click on the label name you wish to view

tickets by.

w Filter Tickets &
3 Wiew all

7 Filters

[ Example filter

:_:D" Labels ,//
i..up Example label ~
-5 General
A Open (1)

Closed

Example label attached.

Clicking here will list all
labels that hawve the

Ticket labels are created and managed in the staff control panel. For more information, see ticket

labels.

Viewing tickets by filter

Ticket filters can be executed directly within the SupportSuite interface without you having to create

a customized view. Executing a ticket filter will list all tickets that match a filter’s criteria.
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Under the department and ticket tree (as shown below), click on the filter name you wish to filter
tickets by.

s» Filter Tickets +
.. |3 view All
E"? Filters

Exarnple filter ~_

. Exarmnple label

Clicking here will execute the |

|7 General Example filter - listing all
@ Open (1) tickets with criteria matched
! by this filter.

m
=

2n Hold

== sales

7 Open
on Hold

Ticket filters are created and managed in the staff control panel. For more information, see ticket
filters.

RSS feeds of tickets

RSS feeds of tickets can be generated and customized using ticket listing views. For more
information, see the RSS Feed option described in customized ticket listing views. Also see what is an
RSS feed, in the frequently asked questions.
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Organizing and searching tickets

There are several features of SupportSuite that allow for easy organizing and management of tickets
within the staff control panel.

Tickets primarily reside in a department. A ticket within a department can then have a status that is
specific to the ticket’s residence within a department. On top of this, a ticket can have a global label
(that is not specific to it's department).

Ticket departments

Tickets are stored in departments. A typical set of departments may be Sales, Support and
Enquiries. Departments are managed and configured in the administrator control panel (see
departments in the administrator control panel).

Ticket status

Every ticket has a status. The system default ticket statuses are Open, Closed and On Hold. As
well as having a default set of statuses, it is also possible to create custom statuses (see statuses in
the administrator control panel).

Viewing tickets by status

Tickets can be listed by status by clicking on a respective ticket status on the department and ticket
tree (if the visibility of the status on the department and ticket tree has been set to visible within the
administrator control panel, see departments in the administrator control panel), as shown below.

x> Filter Tickets Bz
L EE Wi sl
.. Filters
| )
[5 all on hold tickets

[§ Example filter

"D] Labels

[ M|

& new label

il Example label (1)

.. [P General
() Open (1)
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Tickets (either hidden from the department and ticket tree or not) can also be viewed by status using
ticket filters.

Changing the status of a ticket

To change the status of multiple tickets from within a ticket listing:

1. Select one or more tickets by checking the corresponding check-boxes.

2. On the mass-management menu (as shown below), click on the Status menu.

11

3]

John Edwards

Chris Read

0

3. Select a Status for the ticket(s).

4. Click on the Go button to proceed with the changes.

To change the status of a ticket from within a ticket view:

1. Click on the ticket's ticket information bar to make the bar editable, as shown below.

General Post Reply Forward Follow-Up Billing Add Motes Release History (23 Chats (&) Audit Log Edit
Ticket ID Qwner Departrnent Status Friority Due Labels
- 02/07/2007 3
UZ0-324368] Staff User v| [ceneral ] [ High v E Dlanew label

2. Click on the Status menu.

3. Select a Status.

i =}

DExampIe label

4. Click on the Submit button to proceed with the changes.

Ticket priority

Each ticket has a priority. The priority of a ticket is a way of ordering importance or urgency. By
default, SupportSuite and eSupport adds the following priorities to the system:

Critical
Emergency
Urgent
High
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=  Medium
= Low

Priorities are customized (such as adding or removing levels of priority that can be given to tickets) in
the administrator control panel (see ticket priorities in the administrator control panel).

Changing the priority of a ticket

To change the priority of multiple tickets from within a ticket listing:
1. Select one or more tickets by checking the corresponding check-boxes.

2. On the mass-management menu (as shown below), click on the Priority menu.

5 0 Zdoh3om

0 2doh30m

Eo--

-- Priority --
Low
Medium

Ernergency
Critical

3. Select a Priority for the ticket(s).

4. Click on the Go button to proceed with the changes.

To change the priority of a ticket from within a ticket view:

1. Click on the ticket's ticket information bar to make the bar editable, as shown below.

General Fost Reply Forward Follow-Up Billing Add Motes | Relsase | History (2 Chats (&) Audit Log Edit
Ticket ID Dwner Department Status Priority Ciue Labels
02/07/2007
¥ UZ0-0924368] Staff User v| [ceneral v| [open ¥ E - Uanew label
) DExampIe label
l Submit | l Cancel
Urgent
g e Group: default « Previous Ticket  Mewxt Ticket »
Critical |

2. Click on the Priority menu.

3. Select a Priority.

4. Click on the Submit button to proceed with the changes.
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Ticket filters
Ticket filters allow you to quickly access and sort through your tickets across all departments by
setting a variety of filter criteria.

Filters can be created publicly or privately. A private ticket filter is only accessible by the staff user
who created it, meaning that staff members can create and manage their own ticket filters.

When created, a ticket filter will appear in the department and ticket tree. When a filter is executed
(clicked on), a ticket listing of all tickets that match the filter’s criteria will be displayed.

An example ticket filter is shown below. It has been created to display all tickets that have been set
to “On Hold” that have a “Critical” priority:

|

Filter Title Al an hold tickets
Enter the Filter Title

Filter Type @ public O Privat
Zelect the Filter Type. Public Filkters are visible to all Staff Members. e o
Private Filters are visible only to the Staff Member who created

them.

b4 | Status v | | Equal Vl | on Hold Vl

b4 | Priority v | | Equal VI | Critical v |

o Mew Criteria (& Match all Filter Rules O Mateh any Filter Rule

Creating a ticket filter

To create a ticket filter:

1. Open Tickets on the navigation menu bar, as shown below.

wledgebase Downloads Troubleshoote
| alerts= | Filters+ | Reports =
~y Manage Filters
|'_[] Mew Filter

2. Open the Filters sub-menu.

3. Click New Filter.

You will be presented with the Insert Filter form, as shown below.
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Filter Title
Enter the Filter Title

Filter Type () G

- N .. W Publ P t
Select the Filker Type. Public Filters are visible to all Staff Members, R e
Private Filters are visible only to the Staff Member who created
them.

# | Subject v | | contains v | |

gi Mew Criteria (& Match all Filter Rules O Mateh aAny Filter Rule

= Filter Title - this is the name of the filter. It will be displayed on the department and ticket
tree.

* Filter Type - setting the filter type to public will mean all staff users will see and be able to
use this ticket filter. If set to private, the filter will only be visible to the staff user who created
it.

» Filter Criteria - criteria that tickets will be filtered by when this filter is executed.

= Match All Filter Rules - only tickets that match all of the criteria you have set will be listed
when this filter is executed.

= Match Any Filter Rule - only tickets that match any of the criteria you have set will be listed
when this filter is executed - if you have set three criteria and a ticket matches one of them,
the ticket will still be listed.

Click on the Insert button to create the new filter.

Filter matching types

“Contains”

The filter will match if the string entered is present anywhere within the field (subject, e-mail
address etc.).

Example:
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Insert Filter

Filter Title
Enter the Filter Title

ITE st filter

Filter Type @ public O Private

Select the Filker Type. Public Filters are visible to all Staff Members,
Private Filters are visible only to the Staff Member who created

thermn.

- 4 | Zubject _VI | Contains _v| Iaeraplane I

- 4 | Subject _VI | Contains _V| I I

oa Mew Criteria (& Match all Filter Rules O Match any Filter Rule

e Subject field: Regarding your website
e Filter type: Contains

e String: aeroplane
o The filter will not match.

“"Doesn’t Contain”
The filter will match if the string entered is not present anywhere within the field (subject, e-mail
address etc.).

Example:
Insert Filter

Filter Title
Enter the Filter Title

ITE st filter

Filter Type ® public O Private

Select the Filker Type. Public Filters are visible to all Staff Members,
Private Filters are visible only to the Staff Member who created

7 | Subject _VI | Contains _VI |website| I

- 4 | Subject _VI | Contains _VI | I

oa Mew Criteria (& Match all Filter Rules O Match aAny Filter Rule

e Subject field: Regarding your website
e Filter type: Contains
e String: website

o The filter will not match.

\\Equalll
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The filter will match if the string entered is exactly the same as the field (subject, e-mail address

etc.).

Example:

Insert Filter

Filter Title . ITest filter |
Enter the Filter Title

Filter Type ® ic ®pni
Select the Filker Type. Public Filters are visible to all Staff Members, R Fil

Private Filters are visible only to the Staff Member who created
themn.

Filter Criteria

- 4 | Subject VI | Equal VI |Regarding vour website I

- 4 | Subject VI | Contains VI | I

ol Mew Criteria (&) match all Filter Rules O Match any Filter Rule

e Subject field: Regarding your website
e Filter type: Contains
e String: Regarding your website

o The filter will match.

“Not Equal”

The filter will match if the string entered is not exactly the same as the field (subject, e-mail
address etc.).

Example:
Insert Filter
Filter Title [Test filter |
Enter the Filter Title
Filter Type @ public O Private

Select the Filker Type. Public Filters are visible to all Staff Members,
Private Filters are visible only to the Staff Member who created

thermn.

- 4 | Subject VI | Mot Equal v| IHBHD! I
- 4 | Subject VI | Contains V| I I

oa Mew Criteria (& Match all Filter Rules O Match any Filter Rule

e Subject field: Regarding your website
e Filter type: Contains
e String: Hello!

o The filter will match.
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View and manage ticket filters

To manage ticket filters:

1. Open Tickets on the navigation menu bar, as shown below.

Downloads Troubleshoote

| Alerts = | Fikters= | Reports =
=y Manage Filters
|'__[] Mew Filter

2. Open the Filters sub-menu.

3. Click Manage Filters.

You will be presented with a list of existing filters, as shown below.

[T Filter Title ~ Filter Type Cptions
OO 5 all on hold tickets Public # Edit T Delete
] [[§ Exarnple filter Public B edit T Delete

To edit a filter, click on the corresponding Edit Ef button. To delete a filter, click on the
corresponding Delete 7 button.

Insert Filter

Filter Title I
Enter the Filter Title

® public O Private

Filter Type
Zelect the Filter Type. Public Filkters are visible to all Staff Members.

Private Filters are visible only to the Staff Member who created
thern.

b 4 | Subject VI | Zontains vl |

E% Mew Criteria (& match all Filter Rules O Match Any Filter Rule

Selecting multiple ticket filters (by checking the corresponding check boxes) will open the mass-
management menu, as shown below. Using this menu, filters can be mass-deleted. Under the
Advanced Search tab, filters can be searched for by name. Under the Settings tab, the number of

filters shown per page (if there are many) can be limited.
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| Mass Action | Adwvanced Search Settings

Filter Title ~ Filter Type Options
@ All on hold tickets Public & edit T pelete
[ Exarple filter Public E Edit 7 Delete

For more information on the field and criteria options for ticket filters, see creating a ticket filter.

Listing all tickets that match a filter

Ticket filters can be executed directly within the SupportSuite interface without having to create a
customized view. Executing a ticket filter will list all tickets that match a filter’s criteria.

1. Under the department and ticket tree (shown below), click on the filter name you wish to
filter tickets by.

w Filter Tickets +
: == view all

L——_I? Filters

L0 Example filter
g [0 Labels \

: DEI Example label \\‘\.

Clicking here will execute the
oI General Example filter — listing all
= Open (1) tickets with criteria matched
by this filter.

Ticket filters are created and managed within the staff control panel. For more information on
ticket filters, see ticket filters.

Ticket labels

A ticket label can be attached to a ticket. A label can have a name and a color. When a label is
attached to a ticket, the labeled ticket will have the following properties:

1. The ticket will show a small colored indicator on a ticket list corresponding to the color set
for the label, as shown below.
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Download J Troubleshooter

Ticket = | Predefined Replies= | Alerts = | Filters = |  Reports =

B General = Open

Indicator showing
that the ticket has a =—s
label attached to it.

B Views = Labels » Mass Action ‘

Subject Ticket ID Last
Test #* IDS-780953 Sta
0 # UZ0-924368 Sta)

{j About vour website (0 1, 2)

2. The ticket (among others that have had the same label attached to it) can be instantly filtered
by a label via the department and ticket tree (as shown below). Clicking on a label will list all

tickets that have the label attached to them.

3 Filter Tickets =
_______ View All

EI? Filters
..[& Example filter

- Clicking here will list all
[‘]E[E Labels / labels that have the
f.... 3 Example label Example label attached.

-5 General
() Open (1)
.3 On Hold

7 Closed
Sy

1 2n Haold

i Closed
o

Creating a ticket label

To create a new ticket label from within a ticket list:

1. Click on the labels menu above the ticket listings.

2. Type in a name for the label.
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rch= | Mew Ticket | Predefined Replies» | &

#» Manage

“E

Views = Labels = Mass Action !

|
B Ry, 2 New Label !
: ] Suhjecj; |.ﬁ. new label | |
| I Server down

3. Press the enter key.

The page will refresh and the new label will be visible on the department and ticket tree, as shown
below.

» Filter Tickets i
: [ wiew all

L_—_|'? Filters

[ & Example filter . -
|—['h Id P ~ | Clicking here will list all
H""E[u Labels " |iabels that have the
: Examnple label .~ Example label attached.

General

el On Hald
|j‘| Closed

) Open
el On Hald
..{) Closed

This label can now be attached to tickets.
Attaching a label to a ticket
To attach a label from within a ticket list:

1. Select the tickets you wish to attach a label to.

2. The mass-management menu bar will be opened, as shown below.
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Subject Ticket ID Last Replier Last Activity v

L | Test #  IDE-780953 Staff User 1 2dz2zhSam

Replies

- About bsit b1 # —
F < g Treieut peurysbsie (M A, 7 UZ0-924368 Staff User 6 4d4hd3m overdus 7
-- Options -- w + - fssign To-- % + -- Move -- %+ -- Status -- %+ -- Priority -- %+ |— Mo Labe| -- @?H Go J
-- Mo Label --
Page 1 of 1

mple label

Purple Flag
Red Flag

3. On the Labels/Flags menu, select the appropriate label.

4. Click on the Go button to submit the changes to the tickets.

To attach a label from within a ticket view:

1. Click on the ticket’s ticket information bar to make the bar editable, as shown below.

General | Fost Reply Forward Fallaw-Up Billing Add Motes Release Histary (2] Chats (58) Audit Log | Edit |

Ticket ID Chner Departrnent Status Priority Due | Labels

¥ UZ0-924368] Staff User v| [General v| [open  ~|  [High v| E Elanew label

_"é Example label

| Subrnit | | Cancel |

2. Click on the Labels menu.
3. Select one or more Labels.

4. Click on the Submit button to proceed with the changes.

Going back to the ticket list, you will see that a new flag has appeared for this ticket — denoting that
a label has been attached to it, as shown below.
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knowledgebase Downloads Troubleshooter

Ticket = |  Predefined Replies = | &lerts = |  Filters = |  Repaorts =

B General » Open

Indicator showing
that the ticket has a ==
label attached ta it.

& Views = Labels = Mass Action ‘

st (Default View)
Subject
Test

Ticket ID Last
# ID=-780953 Sta

g About your website (0 1, 2) 0 # UZ0-924368 =ta

Going back to the ticket, the ticket management menu will now show the label(s) that were
attached to the ticket, as shown below.

ase History (1) Chats (0} Audit Log Edit

Friority Clue Labels

Ernergency Cverdue Example label .|

\ Labe|

ng elit. Praesent diam enim, varius sed, imperdiet in,
. Vestibulum erat pede, imperdiet vel, pulvinar id,

| 9 Template Group: default ¢ Previous Ticket  Mext Ticket =

Lscipit lacinia nisl, Quisque ormare, arcu sed
nterdurmn tellus serm a quam. Suspendisse at lectus

= | b

On the department and ticket tree, the ticket count for the Example label has been updated to
reflect the newly attached ticket, as shown below.
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w Filter Tickets +
[ wiew all

=7 Filters

Example filter

'}

[ Labels

Ho A new label

Example label (1}

General

) Open (1)

_. 3 on Hold

) Open (1}

w1 2n Hold

7 Closed

Removing a label from a ticket

Removing a label from a ticket is performed from within a ticket.
To remove a label from a ticket:

1. Click on the ticket’s ticket information bar to make the bar editable, as shown below.

General Post Reply Forward Follaw-LUp Billing Add Motes Release History (2] Chats (3]}

Audit Log || Edit |

Ticket ID Cianer Departrnent Status Priority Due Labels

UZ0-924368 Staff User v | | ceneral v| [open  »|  [High v — (4 new label

Example label

|
L= ]

I Subrmit | I Cancel |

2. Click on the Labels menu.
3. Uncheck one or more Labels to remove labels.

4. Click on the Submit button to proceed with the changes.

Viewing tickets by label

Tickets with a label attached to them are directly accessible within the SupportSuite interface without
having to create a customized view.

1. Under the department and ticket tree (shown below), click on the label name you wish to
view tickets by.
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[

» Filter Tickets
....... [ Wiew all

EI? Filters
L[ Example filter

_ Clicking here will list all
[‘]ED] I_‘at'e's / labels that have the
... Example label Example label attached.

=

.. Open (1}

~.{_ On Hold
el Closed
EI---- Zales

) Open
~.{_ On Hold
el Closed

General

Ticket labels are created and managed within the staff control panel. For more information, see
ticket labels.

Ticket flags

A ticket can be flagged with a flag of a certain color. This functionality is useful for dynamically and
quickly organizing tickets from within a ticket listing or ticket view.

Flagging a ticket

To flag a ticket from within a ticket list:

1. Select the tickets you wish to flag.

2. The mass-management menu will be opened, as shown below.

Zubject Ticket ID

Test #  IDE-7E0953 Staff User 1 2d22h58m

Last Replier Replies Last Activity

@ About your website (O 1, 0 #

= | 2) UZ0-924368 Staff User ] 4d4h43m Cwerdue
-- Options -- % + -- Assign To-- % + --Move -- % + -- Status -- % +  -- Priority -- % + | -- No Label -- |§|L Go J
-- Mo Label --

Page 1 of 1

3. On the Labels/Flags menu, select the appropriate Flag.
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4. Click on the Go button to submit the changes to the tickets.

To flag a ticket from within a ticket:

1. On the Ticket Options menu, click Flag Ticket (as shown below).

(XD SupportSuite

Manage Tickets | Search» | HMewTicket+ | Predefined Replies» | Alerts» | Filters =

» Ticket Options 2 Manage » General » Open » Test (IDS-730953)

% Flag Ticket Furple Fla =
. 3 . 8 Forward Follow-Up Billing Add Maotes
W ELA Plan Fed Flag
. Dwner Departrment
@ Mark Due Orange Flag
Cptions % rellow Flag taff User General
ﬂ:, Export Blue Flag
s Green Fla
w Filter Tickets £ -
view Al ¥ Clear Flag Contents |
EI? Filters Staff User | Posted on 15 Jan 2007 12:35 AM
[ Al on hold tickets J— Hello!
[ Example filter —
l;bels S F @ Ermail: test@asf.com

S A new label Page 1 of 1
I__IEI Example label (1)
E]h_ﬂﬁ General

o Onen (17

4@ Back

2. Select the appropriate flag.

Note that the ticket information bar will now display the ticket flag, as shown below.
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@ Manage » General = Qpen » Test (IDS-780953)

@ Ticket "IDS-780953" flagged successfully

General Post Reply Forward Follow-Up Billing add Motes Felease History
Ticket ID Ciner Cepartrment Status
?"«.JES-?BDQES Staff User General Qpen

Staff User *_'1 Foste 15 Jan 2007 12:35 AM
———— Hello!
= 'ZT Tor Ernail: test@asf.com The newly added
ticket flag.
..

4@ Back

Searching tickets

Quick-search feature within a ticket listing

At the top of a ticket listing resides the quick-search box, as shown below.

[search terms |[Messages ﬁ|| Guick Search  Options
Ticket ID
ey il arne
- . .| Last Replier
Ticket ID Last Replier Replie lr,‘,i:'_'_'_F_"JE'l_":' Due
NESS3JES

UZD-9243635 Staff User f

23h59m5as

b IDS-730953 Staff User 0 2zdshlsm overdue %

[144]

Enter the search terms and then use the corresponding drop-down menu to select the ticket field

you wish to search within.

Press the Quick Search button to the right of the quick-search box to perform the search.

If tickets that match your search criteria are found, a new listing of these tickets will be presented, as

shown below.
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L] search Query: wehsite 2 Results Found (0.00240 Seconds) 3

lwebsite || Messages | ‘ Quick Search  Options |

Ficket ID Last Replier Feplies Last Activity Cue e =Y
S-780953 Staff User 1 ds i
O-924368 Staff User &) 23h56mils g 100

The new column added to the ticket listing (headed by the binoculars % icon) indicates the
relevancy of the ticket compared with your search terms. The higher the number, the more relevant
(or a closer match to your search terms) the ticket is.

When opening a ticket from the search results, the searched terms will be highlighted. For example,
a quick search was performed for the term “consectetuer”, all occurrences of the word will be
highlighted.

Chris Read ] Posted on 18 Jan 2007 01:22 PM

=

useR Larern ipsum dolor sit amet, consectetuer

— adipiscing elit. Praesent diam enim, varius sed,
imperdiet in, tincidunt vel, magna. Praesent nulla,
Mauris auckor, Westibulum erat pede, imperdiet vel,
pulvinar id, auctor vitae, neque, Vestibulum eu
nulla at est dicturn semper. Etiam suscipit lacinia
nisl, Quisgue ornare, arcu sed eleifend vulputate,
augue risus ultrices tortor, in interdurm tellus
sem a guam. Suspendisse at lectus ut justo
egestas euismod, Suspendisse vitae nunc,

Praesent lobortis magna at augue.,

Thank yvou;
Last Edited By Staff User On! 31 Fan 2007 10:50 M

Email: chris@read.com IP: 82 .45.22.537

Search menu

A search menu is available from the navigation menu bar, as indicated below.
To access the search menu:

1. Open Tickets on the navigation menu bar, as shown below.

2. Open the Search sub-menu.
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Manage Tickets |

» Filter Tickets
L view Al

EI? Filters
L5 Al on hold

Live Support

< Mew Tickets
84 Advanced Search

#» Quick Search

| Tearmw n:lr:: |

Search= | Mew Ticket= | Predefined Replig

ew Tickets

Labels = Mass Action

# Ticket ID Lookup

|

#» Creator/Replier

¢ New Tickets - lists all tickets that have been created or replied to since your last visit.

[146]

¢ Advanced Search - perform an advanced ticket search. For more information, see advanced

search.

¢ Quick Search - quick-search all common ticket fields. Type in the required search terms
followed by pressing the return key to perform a search.

o Ticket ID Lookup - when the ID of a ticket is known, it is possible to directly open up the

ticket. Type in the ticket ID followed by pressing the return key to perform the lookup.

o Creator/Replier - lists all tickets created by or replied to the address of name(s) entered
here. Type in your search terms followed by pressing the return key to perform the search.

If tickets that match your search criteria are found, a new listing of these tickets will be presented, as

shown below.

L] search Query: wehsite

2 Results Found (0.00240 Seconds) 3%

I,, ehsite

” Messages

Ficket ID Last Replier Feplies
=-780953 Staff User 1
0-924368 Staff User 6

b | ‘ CQuick Search  Options |

Last Activity »

45

23hS6mils

The new column added to the ticket listing (headed by the binoculars A% icon) indicates the

relevancy rating of the ticket compared with your search terms. The higher the number, the more

relevant (or a closer match to your search terms) the ticket is.

When opening a ticket from the search results, the searched terms will be highlighted. For example,

a quick search was performed for the term “consectetuer”, all occurrences of the word will be

highlighted.
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Chris Read 1 Posted on 18 Jan 2007 01:22 PM 7 |

usER Larem ipsum dolar sit amet, consectetuer

— adipiscing elit, Pragsent diam enim, varius sed,
imperdiet in, tincidunt vel, magna. Praesent nulla,
Mauris auckor, Westibulum erat pede, imperdiet vel,
pulvinar id, aucktor vitae, neque, WVestibulum eu
nulla at est dictum semper. Etiam suscipit lacinia
nisl, Quisgue ornare, arcy sed eleifend vulputate,
augue risus ultrices tortor, in interdum tellus
sem a guam. Suspendisse at lectus ut justo
egestas euismod, Suspendisse vitae nunc,

Praesent lobortis magna at augue,

Thank yvou;
Last Edited By Staff ser On: 31 Fan 2007 10:50 PH

5

= F’f ﬁ Ernail: chris@read.com IP: 82.45.22.37

Advanced search

Advanced search is used to generate more finite search results, enabling you to further narrow your
search results to speed up finding a ticket.

To open the advanced search form:

1. Open Tickets on the navigation menu bar, as shown below.

S
— Tickets Live Support Tearmwork

Manage Tickets |  Search = | Mew Ticket = |  Predefined Replis
: : g Mew Tickets
» Filter Tickets
B vi Al i 5 Advanced Search
([T .
EI = Filters #» Quick Search 2w Tickets
""" I—[' All on haold | | Lahbels = Mass Action

o[ Example fil » Ticket 1D Lookup

o [0 Labels | I
{ DEI & new labe

....... Dﬂ Example la » Creator/Replier .
- General “ |
L. Open (2) |

2. Open the Search sub-menu.

3. Click on Advanced Search.
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#® | Entire Message \'ll |we|:|* equired -exclude wildc*ard)
\

b4 | Fullnarne \lfl |Cnntains V| IJu:uhn -

1%3 Mew Search Rule (¥ Match all Search Rules ) Match Any Search Rule

More than one search criteria can be added to the advanced search by clicking on the New Search

Rule button, as shown above.

e +required - by adding a plus ™ + * sign to the beginning of a word (such as +hello), you
indicate that the word hello must be included in the search field in order to match and be

listed in the search results.

¢ =exclude - by adding a minus " - ™ sign to the beginning of a word (such as -hello), you
indicate that the word hello must not be included in the search field in order to match and be

listed in the search results.

¢ wildc*ard - searching for the term web* in the Entire Message field (an example as shown

above) will match tickets that have the word web followed by anything else.

o The following terms would be matched by the web* search term:

= website
=  webwonder
=  webweb

o The following terms would not be matched by the web* search term:

= worldwideweb
= hellowebhello

Click on the Search button to perform the advanced search.

If tickets that match your search criteria are found, a new listing of these tickets will be presented, as

shown below.

L] search Query: wehsite 2 Results Found (0.00240 Seconds) 3%

!l.-'-.lel:u::ite ” Messages b | ‘ Cuick Search  Options |

Ficket ID Last Replier Feplies Last Activity » Cue e =Y
S-780953 Staff User 1 ds %

23hS6mils %

Q-924368 Staff User ]
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The new column added to the ticket listing (headed by the binoculars i icon) indicates the
relevancy rating of the ticket compared with your search terms. The higher the number, the more
relevant (or a closer match to your search terms) the ticket is.

When opening a ticket from the search results, the searched terms will be highlighted. For example,
a quick search was performed for the term “consectetuer”, all occurrences of the word will be
highlighted.

Chris Read | Posted on 18 Jan 2007 01:22 PM i |

useR Lorem ipsum dolor sit amet, consectetuer

— adipiscing elit. Praesent diam enim, varius sed,
imperdiet in, tincidunt vel, magna. Praesent nulla,
Mauris auctor, Vestibulum erat pede, imperdiet vel,
pulvinar id, auctor vitae, neque. Vestibulum eu
nulla at est dictumn semper. Etiam suscipit lacinia
nisl, Quisgue ornare, arcu sed eleifend vulputate,
augue risus ultrices tortor, in interdum tellus
sem a guam. Suspendisse at lectus ut justo
egestas euismod, Suspendisse vitae nunc,

Praesent lobortis magna at augue,

Thank you;
Last Edited By: Staff User On: 31 Fan 2007 10:50 PM

Emnail: chris@read.com IP: 82.45.,22.37
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From within a ticket list, click on a ticket’s subject to access the ticket view. You will then be

presented with an interface similar to the following, shown below.

Legged In: Staff User | Support Center | Admin CP | Logout

Tickets

XD SupportSuite 2

Manage Tickets | Search= | Mew Ticket= | Fredefined Replies> | f&lerts» | Filkers | FReports

s Ticket Opticns w Manage » Sales » Open » Ahout your website (UZ0-924368)
¥ Flag Tickst
i@ SLA Plan
= Mark Due
'ﬁ' Cptons

) Export

w Filtar Tickets
=5 View ali
“F Filters

All an hold tgeets

Chris Read

Ticket information
bar.

Example filte
= E[I] Labala

X . ITIEnL.
G, A new label Ticket options ,,Yi""i';;‘;’f; 3-3
= ] u i

|y Example labal | reny. nisl, Quisgue ormare, arou sed eleifend vulputata,
5 B8 General Bugue risus ultrices tortor, in interdum tellus
 Open sam & guam. Suspandisse at lectus ut justo
d egestas euismod. Suspendisse vikag nunc.

i Om Hold

Closed Praesent lobortis magna at augue.
= B9 Sales
g Gpen (2) Thank you;

Last Fdited By: Staff Ueer On: 31 Jan 2007 10:50 Pr
3 O Haold

3 closad S R Email: chris@resd.com

Staff User

oo Posted on 24 lan 2007 12:07 PM
s Online Staff

R This is & reply to your ticket,
I staff User

Email: staff@user.com

i S Example 5LA Plan =5 Template Group: defaul «

Ticket management

Ticket body.

P: 8245.22.37

o

1. Ticket options menu.

2. Ticket body.

3. Ticket management menu and ticket information bar.

Ticket options menu
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SupportSuite

Harme ; Tickets ! Live Support Teamwork

Predefined Replies =

Manage Tickets | Search= | MewTickets |

s Ticket Options ¥ Manage » Sales » Open » About your website

¥ Flag Ticket ]

. d | J General Fost Reply Forward Follow-
I SLA Plan

% N | TICEEt ID cwner Ciepan

ark Due

Otion W UZ0-924368 -- Unassigned -- =a

% Export

w Filter Tickets
....... Wiew all

[

Page 1 of 1

hric Boad

L% Dectad e 18 12

Flag ticket

Clicking on this menu will open a list of available flags that can be used to flag the opened ticket, as
shown below. For more information on ticket flags, see ticket fags.

Manage Tickets |

» Ticket Options

¥ Flag Ticket
Y SLA Plan
@ Mark Due
Cptions

EE, Export

Search =

SupportSuite

Live Support

| Mew Ticket =

» Manage » General = QOpen » Test (IDS-730953)

Furple Flag
Red Flag
= Orange Flag

% Tellow Flag

Blue Flag

Green Flag

Teamwork knowledgebase Downloz
| Predefined Replies = | Alerts» | Filters =
Forward Follaw-Up Billing Add Motes
e ——— R ——,
wner Departrnent
taff User General

» Filter Tickets £
EI? Filtars Staff User j Posted on 15 Jan 2007 12:35 a4M
[ All'on hold tickets — Hello!
..k Example filter — .
Labels S E O Email: test@asf.com
S A new label Page 1 of 1
o 3
e Example label {1} 4o Back
E]____[@ General
: i open (1Y
SLA Plan
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The SLA Plan menu allows you to assign an SLA plan to the user who created the ticket or to the
ticket itself, as shown below. For more information, see SLA in the administrator control panel.

XD SupportSuite

Haorme | Tickets Live Support Teamwark | kKnowledgebase

Manage Tickets | Search= | HMewTicket= | Predefined Replies= | alerts= | Filt

» Ticket Options »» Manage » Sales » Open » About yvour website (UZ0-924368)

¥ Flag Ticket ) —
3 : | Sanseal | pac Reply Forward Follow-Up Billing &dd i
% SLA Plan 3 Tickst N
2 = = Departrment
] Mark Due wp User 3| Gy Example SLA Plan
@ Cptions [+ o= sovaoe oSS Zales

EE, Export
Page 1 of 1

Mark due

Clicking on this menu will allow you to quickly set the due time (“now” or “In 24 Hours") for which a
response or resolution to the ticket is due, as shown below. For more information on due times and
details on how to set a specific due time, see Ticket Due Times.

> SupportSuite

%ﬁlﬁ Live Support Teamwork | Knowledgebase

Manage Tickets | Search+ | HMewTicket+ | Predefined Replies» | alerts+ | Fil

» Ticket Options 2 Manage » Sales » QOpen » About your website (UZ230-924368)

¥ Flag Ticket i ] .
) d | ’J General Fost Reply Forward Faollow-Lp Billing Add
W =LA Plan

- Chaner Departrent
Mark Cue 5] Mark Due _

Cptions E Mark Due in 24 Hrs Lookid Sales

ﬂt_’, Export
Page 1 of 1

Options
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» Ticket Options »» Manage » Sales » Open » About your website (UZ0-924368)
¥ Flag Ticket 1 i
. | General || Post Reply Forward Faollow-Up Billing Add T
J SLA Plan I_ -
Ticket ID Chner Departrnent
& Mark Due [
= . ——g— : i i Sales
8 Options &, Print Ticket clz
ﬂﬂ_l Export @’j Merge Ticket
. - & Ban
s Filter Tickets =
R iew Al ——
H I2let
L. Filkers @ Delete | Posted on 18 Jan 2007 01:22 PM
=y
.k All on hold tickets useR Lorem ir:u5urr! dolor sit amet, consectet
| @k Example filter — adipiscing elit. Praesent diam enim, v3
I imperdiet in, tincidunt vel, magna. Pra
1 E an , p )

Clicking on this menu choice will introduce a series of ticket options.

Print Ticket - clicking this menu choice will open a new browser window featuring the ticket, its

details and all replies in a printer-friendly format, as shown below.

15 Jan 2007 01:22 PM

Start Print

Test SupportSuite Company

7 0-924368: About your weabsite

Chris Read Lorem ipsum dolar sit amet, consectetuer
adipiscing elit. Pragesent diam enim, varius sed,

(User) imperdiet in, tincidunt vel, magna. Praesent nulla.
Mauris auctor, YWestibulum erat pede, imperdiet vel,
pulvinar id, auctor vitae, negue. YVestibulum eu
nulla at est dictum semper, Etiam suscipit lacinia
nisl., Quisque ornare, arcu sed eleifend vulputate,
augue risus ultrices tortor, in interdum tellus
sem a quam. Suspendisse at lectus ut justo
ggestas euismod, Suspendisse vitae nunc,
Praesent lobortis magna at augue.
Thank you;
Posted on 18 Jan 2007 01:22 PM

Staff User This is a reply to your ticket,

(Staff) Posted on 24 Jan 2007 12:07 FM
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Merge Ticket — opens up the ticket’s edit pane, in which you can enter the ID of another ticket to
which the current ticket will be merged.
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Ban - adds the ticket creator’s e-mail address to the ban list (managed within the administrator
control panel). No more e-mails or tickets raised form this e-mail address will be received by the
system.

Ban and Delete - performs the same function as the Ban option as well as deleting the entire ticket.
Deleting a ticket is irreversible.

Delete - deletes the ticket from the database. This option is irreversible.

Export

» Ticket Options #» Manage » Sales » Open @ About yvour website (UZ0-924368)

¥ Flag Ticket ] . i

| General | Fost Reply Forward Follow-Up Billing Add RMotes Rel

i@ SLA Plan :
Ticket ID Qwner Departrment Status

E Mark Due

) L4 o -- Unassigned -- ope
Options T UZO-924368 Unassigned Sales Dpen
1 Export ) Export PDF

Export =ML
» Filter Tickets

= wiew all
o). 57 Filters Chris Read 1 Posted on 18 Jan 2007 01:22 PM
- L[k All on hold tickets useR Larem ipsum dolor sit amet, consectetuer

e T— adinizrinn elit Prascent diam enim warins cad

—

Export PDF - generates a PDF version of the ticket details and replies, as shown below.
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About your website

Chris Read
18 Jan 2007 01:22 PM

Chris R=ad - 18 Jan 2007 01:22 PM

imperdiet in, tincidunt wvel, magna. Prassent mulla.
Mauris auctor. Vestibulum erat pede, ilmperdist wvel,

muilla at est dictum semper. Etlam susclpit lacinila

augue risus ultrices tortor, 1o interdum tellus

Export XML - exports an XML data file of the ticket details and replies, as shown below.
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<7aml version="1.0" encoding="UTF-2" 7=

<l-- ML Generated On: 01 Fekh Z007 04:55 PM
- =tickets
- =ticketid=
<ICDoaTal 2 1]=
= fticketid=

- =ticketmaskid=
I COATA[ UZ0-924368  ]]=
=fticketmaskid=
- =departmentid=
<I[cDaTal 3 ]]=
</departmentid=
- =department=
<I[CDATA[ Sales ]l=
< /department:
- «ticketstatusid=
<I[COATAl 1 ]]=
=/ticketstatusid=
- =ticketstatusz
<ICOATA] open 1=
</fticketstatus=
- =priorityid=
ICDaTal 3 11=
</priorityid=
- =priority>

Ticket body

The figure below details a typical ticket reply post body.
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Ticket poster's
full name.

Posted on 15 Jan 2007 01:22 PM

Lorem ipsum dolar sit amet, consectetuer
adipiscing elit, Praesent diam enim, varius
sed, imperdiet in, tincidunt vel, magna.

sent nulla, Mauris auctar, Yestibulum
pede, imperdiet vel, pulvinar id,

"Reply with gquote” button

Ny
© | Staff or User
indication. !
or vitae, nequel
Westibulurm eu nulla at est dictum semper.
The poster's IP address,
or if sent by e-mail the

Etiam suscipit lacinia nisl, Quisque orna
ifend vulputate, augue risu

or, in interdurmn tellus sem !
pendisse at lectus ut justo | mail server's [P address.

Fram left to right — Print Ticket,
=mod. Suspendisse vitae nu

/ “iew E-mail Headers (if sent
by e-mail), Edit Cantents, and
bortis magna at auguel!

/ Delete Reply.
FraEceErT o

/
Ernail: john@edwards.cam
—
T | E-mail address fram which the
reply was sent fram.

|
IP: 82.45.22.37

Reply-with-quote button - clicking this button will take you directly to the ticket reply

interface with the contents of the ticket reply quoted.
IP address - the IP address of the user who created the reply. If the ticket reply was
received via e-mail, the IP address here will represent the address of the sending mail server

Ticket reply functions
E-mail headers | | - if the reply was received via e-mail, this icon will be available

Print reply o - opens and prints a printer-friendly view of the ticket reply.
and will open up a view of the raw e-mail headers stored for the ticket reply.

O
O
o Edit reply & - edit the contents of the ticket reply.
o Delete reply [T - delete the ticket reply.
e User status
o =TT - user is a staff user.
- user is a regular client user.

o .
THIRR PARTY - user is a third party.
FECIFISNT - user is a recipient.
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Ticket information bar

Note - the tabs of the ticket management menu have been grayed out for the purposes of this

The ticket management menu consists of a series of clickable tabs that allow you to perform all ticket
related functions for the ticket currently in view.

Department Status Priority Labels

Sales

Example label

Ticket information bar,
such as Owner,
Department, Priority

Clicking on the ticket information bar (as indicated above) will transform the information bar into
an editable version, as shown below.

Ticket ID Oaner Chepd Status Briority e
GEGE-952841 | -« Unassigned = % T Open % Ernergency | 011972007 | B
FlExample label
iI Submit l | Cancel |

The editable interface allows for the editing of the following ticket properties:

Owner - change the owner (staff user) of a ticket (also known as ticket assignment).

Department - change the department the ticket resides in.

Status - change the status the ticket is set to. For more information on statuses, see Ticket Status.
Priority — change the priority of the ticket. For more information on priorities, see Ticket Priority.

Due - the date and time at which the ticket is due by. For more information on ticket due times, see
Ticket Due Times.

Labels — attach or remove labels to the ticket. For more information on labels, see Ticket Labels.

Ticket management menu

Note - the tabs of the ticket information bar have been grayed out for the purposes of this

| General | Post Reply Forwar

C
C
-
c
I
m

e General - the general tab calls up the ticket information bar.
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e Post Reply - the post reply tab will introduce the reply interface.

o Forward - the forward tab calls up forwarding related functions.

¢ Follow-Up - the follow up tab allows you to add a follow-up task to the ticket.

o Billing - the billing tab calls up the billing information bar, allowing a staff user to add billing
and time worked information to a ticket..

¢ Add Notes - the add notes tab enables the attaching of notes to the ticket.

o Release - the release tab allows a staff user to release a ticket to another (or no) staff user.
e History - the history tab calls up the ticket creator’s ticket history.
e Chats - the chats tab calls up the ticket creator’s chat history (not applicable to eSupport).

e Audit Log - the audit log tab calls up a detailed audit history of the ticket, such as status
changes, replies, priority changes and department transfers.

o Edit - the edit tab calls up editable ticket fields such as recipients and ticket properties.

Mass-replying to tickets

This can be done visa the mass-management interface within a ticket listing, as shown below.

| | Subject
e | < About your websit

| i-- Cptions -- iw + -4
= -- Options --
elete
= Ban & Delete
Merge Tickets
Mark Ciue
Marl Due in 24 Hours
Mass Print

Mass Reply

For more information on the ticket reply interface, see replying to a single ticket.

Replying to a ticket

When viewing a ticket (as detailed in viewing a ticket), click on the Post Reply tab on the ticket
management menu as shown below.

General Fost Reply Forward Follaw-Up Billing Add Motes Release Histary (1) Chats (0} Audit Log Edit

This will present you with the ticket reply interface, as shown below.
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Genearal I Post Reply I Forward Followe-Up Bulling Add Motes Relzase History {1) Chats (D) fudit Log Edrt:

From [ Staff User <staff@user.com=> vl‘

Quick Insert  [9 Quote =  [5F Predefined Replies = % Knowledgebase = [¥ Downloads =

Properties Owner: | - Unassigned -- || Department: Status: Priority:

Dptiens Due:[ ' |F Time Worked: [(In Minutes) [] & Predefined [] < kKnowledgebase [#]Send Email

| Send i [ Save as Draft l I Fallow-Up ] ] #dd Note ] [ Ernail Options l [ Attach Files ] I Spell Check l

From

Quick Insert

o Quote
Predefined Replies
Knowledgebase
Downloads

o O O

Properties

Owner
Department
Status

Priority

O O O O

Options

Due

Time Worked

Add to Predefined

Add to Knowledgebase
Send Email

O O O O O

Buttons
Send - sends the reply.
Save as Draft

Follow-Up
Add Note

Email Options
Attach Files

Spell Check

O O O 0O o0 O O
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From

If there are multiple e-mail queues configured (in the administrator control panel) for
SupportSuite, a different “From” address and name can be set here.

Quick-insert

Quote

Past correspondence from within the ticket can be quoted using this menu.

Quote Client Posts - pastes all of the client’s correspondence from within the ticket into the reply

area.
Quote All Posts — pastes an entire correspondence copy of all replies within the ticket.

Seneral | Post Reply | Forward Faollow-Up Billing Add Motes
From | Staff User <staff@user.com= W |
Quick Insert (9 Quote =[5 Predefined Replies »  [% Knowledgebas
Properties j_;a Quote Client Posts iDepar‘tment:
P ] Quote All Posts [

Chris Read Posted on 18 Jan 2007 01:22 PM

Lorewm ipsum dolor sit amet, consectetuer
adipiscing elit. Prassent disam enim, varius sed,

Predefined Replies

Introduces a menu of predefined reply categories, allowing you to navigate through the replies and
paste a predefined reply into the reply area. For more information on predefined replies, see

Predefined Replies.

. 1 . . .
Zeneral I Fost Reply | Forward Follow-Up Billing Add Motes Release History {

From | Staff User <staff@user.com= |

Quick Insert (9 Quote »  [%F Predefined Replies % Knowledgebase = [4F Downloads
Properties CwRer: | oo Unéj | Example catagory >I Status: | open w
| — 2] This is a test reply | e

Dear =ir,
Thi=z iz an example predefined reply.
Thank wou,

Support
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Working similarly to the predefined replies menu, opening this menu will introduce a list of

knowledgebase categories and articles for pasting into the reply area.

Forward Follow-Up Billing Add Motes Release History (1) Chats {0}

Audit Log Edif]

er <staff@user.com= |

+ |3 Predefined Replies = [5F Knowledogebase = [3F Downloads

-- Unassigned -- vl Depar-tmeri ] Example Catagory Cne *liarity m

() Example CI[F An article

Ring. ...

Downloads

Opening this menu will introduce a list of downloads categories and their respective files, allowing

attachment of the files to the ticket reply, as shown below.

L (UZ0-924368)

-Up Billing Add Motes Release History (1) Chats {0} Audit Log Edit
E
d Replies »  [2F Knowledgebase « Cownloads =

ﬂ Departrment: Statusi | Example Catagory J’I

I ) Testfe

Attached downloads will appear underneath the reply area, as shown below.

Options Cue: :IE Time Worled: [] dePredefined [ ] dsH
| Download
Test file L Rermave File J
L Cancel J
I Send | L Save as Draft J L Follaw-Up J L Add Note J L Ernail Optians J L Attach Files J
Properties
Owner
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The owner of the ticket can be set here (ticket assignment). For more information on ticket
assignments, see Ticket Assignments.

- -
| Fost Reply | Forward Follow-Up Billing

| Staff User =staff@user.com= |

rt (9 Quote = Predefined Replies = 3

Owner: |- Unassigned -- g;‘| Departrment:

[ . nassigned --
Staff User

Department

The department in which the ticket resides can be changed using this menu.

Billing add Motes Felease H
v
plies = [ Knowledgebase =[5 Do
Departrent: W | Status: @

Status

The status of the ticket can be changed using this menu. For more information on ticket statuses, see
Ticket Status.

Felease History (1) Zhats

ase »  [6°7 Downloads -

Priarity: {

Priority

The priority of the ticket can be changed using this menu. For more information on ticket priorities,
see Ticket Priority.
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ary (1) Chats (0] &udit Log Edit

[oads «

Mediurn
High
IJrgent

Critical

Options

Due

As part of the ticket’s reply, a due date can be set for the ticket. Clicking on the calendar icon (as
shown below) will bring up a calendar. Clicking on a day will set the ticket due for that day. For more
information on ticket due times, see Ticket Due Times.

Sun Mon Tue ‘Wed Thu Fri Sat

k.

4 1 Z 3
S 4 = & 7 & 9 10
& 11 12 13 14 15 1&a 17

s 19 20 21 22 23 24

oo

b= el S fl=}
Pu

e il u] &

— Sat, Feb 24

Options Cue: @ Tirme
Send |I Save as Draft |l Follow-Up |

Time worked

As part of the time tracking information features of SupportSuite, the time worked on the ticket reply
can be entered here - adding to the total time worked on the ticket. For more information on time
tracking and billing information, see Billing Information.

E Time Worked: [] e Predefined []

I Faollow-Up | I Add Mote | [ Ernail Options | I Attach Fils
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Checking this box will allow for the creation of a new predefined reply based on the contents of the
ticket reply entered. After sending the ticket reply, you will be presented with a predefined reply
entry form, as shown below. For more information on predefined replies, see Predefined Replies.

ime Worked: [] &= Predefined ¢k Knowledgebase [¢]Send Em

g L Add Mote J L Ernail Options ] L Attach Files J L Spell CheckJ

Subject |

Enter the Predefined Reply Subject

Parent Category

.. . | Parent Category
Select the Parent Cateqgary, This is the Category under which the new

v]

reply will be added.

Thiz iz the contents of the ticket reply.

Insert Reply

Add to knowledgebase

Checking this box will allow for the creation of a new knowledgebase article based on the contents
of the ticket reply entered. After sending the ticket reply, you will be presented with a knowledgebase

article entry form, as shown below.

ime Waorked: [] &k Predefined ¢k Knowledaebase [v]Send Em

ﬂ L Add Mote J L Ernail Options J L Attach Files J L Spell CheckJ
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Subject
Enter the Article Subject

Article Status
Select the Article Status,

Published: Yisible to both Staff & Clients
Private: Yisible to only Staff
Draft: Marked as Draft and not visible to Clients

Display Order
Specify the Display Order for this Article, All ITtems are sorted in
Ascending Order,

Parent Category e
Select a Parent Category for this Article. vou can select multiple |- Example Catagory One
categories by holding the CTRL Key and clicking on a Category Title. |- Example Catagory Twao
comtembe
Test
Insert Article
Send e-mail

Checking this box will send the ticket reply by e-mail to the client. With this box checked, the ticket
reply will still be recorded and available to the client via the client support interface, but a copy
will not be sent by e-mail.

nowledgebase Send Ermail

Spell Check

Buttons

Save as draft

Clicking on this button will save the contents of the ticket reply area. When you next open the reply
interface for this ticket, the draft contents will appear in the ticket reply area, available for
modification.

L Tave as Draft ]

Follow-up
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Clicking on this button will open up ticket follow-up options that can be set for the ticket when a
reply has been sent, as shown below. Clicking on this button again will hide the follow-up options. For
more information on ticket follow-up, see Ticket Follow-up.

Follow-Up

Seneral I Fost Reply . Forward Follow-Up Billing Add Motes Release
e — |
From | Staff User <staff@user.com= % I
Quick Insert (@ Quote = [%F Predefined Replies = [%F Knowledgebase = [3F D

Properties Cwner: | -- Unassigned -- v| Department: Status: @

Thiz is a ticket reply, and I am saving it as a draftc.

Options Due: I:l'ﬁ Time Worked: [(In Minutes) [] 4 Preds

| In X Minutes VI | I

[ seneral
[] add Maotes
[]rost Reply
[ Forward

| Send | [ Save as Draft J [ Follaw-Up J [ Add Note J [ Ernail Options J L

Add note
Clicking on this button will introduce a ticket note field (as shown below), allowing the entry of a

ticket note that will be attached to the ticket once the reply has been sent. Clicking on this button
again will hide the ticket note field.

Selecting Ticket will append the note to the ticket. Selecting User will append the note to the user
account of the ticket creator. For both of these options, the ticket will not be visible to the client.
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General I Fost Reply I Forward Follow-Up Billing Add Motes Felease Histo
— L
From | Staff User <staff@user.com= » I
Quick Insert [9 Quote = [FF Predefined Replies = [ Knowledgebase = [5F Downlo

Properties OwWner: | -- Unassigned -- v| Departrment: Status: | Open

Thiz is a ticket reply, and I am sSaving it as a draft.

Options Due; :l@ Tirme Warked: [] 4= Predefined

Note Type @ Ticket O User

Send | l Save as Draft J L Follaw-Up J l add Mote J l Ernail Options J l Attac

For more information on ticket notes, see Ticket Notes.

E-mail options

Clicking on the e-mail options button will introduce fields allowing for the addition of a Carbon
Copy (CC) and a Blind-carbon Copy (BC) e-mail addresses. When the Send E-mail button is
checked (see Send E-mail), the ticket reply will also go out to the addresses entered here.

[ Ernail Options I

Checking the Add to Recipients box will add the address(s) to the recipients list for the ticket,

meaning that any reply subsequent to this will be sent out to the addresses.

For more detailed information on CC, BCC and third party recipients see CC, BCC and third party

recipients.

[168]

Checking this box also means that replies can be made and appended to this ticket from the added

addresses.
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CC | | f O Add to Recipients ) 34
BCC | | { O add to Recipients ) 44
Send | L Save as Draft J l, Follow-Up J |I Add Mote J L Ernail Options J |I Attach Files J

Clicking on the binoculars 34 icon will open an address search window, allowing the search of e-mail
addresses from user accounts and the contacts list, as shown below. The search is performed as you

type.

5 CEX

Search Query ||:hris |

Dih Users
: I_;|----'::::' Zhris Read
" chris@read.com

,L_:] Contacts

Done o

Attach files

Clicking on the attach files button will introduce the file attachments fields, allowing the upload of
files from the staff user’s computer. If attachment of files that already exist within the downloads
area is required, see Downloads on the quick-insert menu.

Attach Files
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General Faost Reply Faorward Follow-Up Billing Add Motes Reled

From I Staff User =staff@user.com= % I

Quick Insert [9 Quote » |5 Predefined Replies »  [3F Knowledgebase «

Properties OwWner: I -- Unassigned -- % | Department: Staty

Thizs is a ticket reply.

Options Due: I:I@ Time Worked: |{In Minutes) Ll

File 1 l Browse. ..
File 2 I Browse...
File 3 I Browse. ..

Send | L Save as Draft J L Follow-Up J L Add Mote J L Ernail Cption

[170]

Clicking on the browse button for each corresponding file location field will open a file browser, as

shown below. Use this to select the file for upload and attachment.
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File Upload 2]

Lok i ||._'j|.f3.IIL|sers v| O T o

[¥Desktop!
|_JFavorites

; (e Shared Documents
hy Recent I Skart Menu
Docurments rtuser. dat

File name: | VI L Open J

Files of type: | All Files v | cancel |

ky Computer

After selecting a file, the absolute path of the file will be entered in the corresponding file field box, as
shown below. Up to two more files can be attached in this way.

File 1 Itings'xStaffUserHDesktDpHDacumenH.t:-:t Browse...
File 2 I-'ile&'xMu:uziIIa Thunderbirdsthunderbird.exe| Browse. ..
File 3 I Browsze...

The maximum number of files that can be attached to a ticket reply is defined in the administrator
control panel (see ticket settings in the administrator control panel).

Sending the ticket reply (after clicking on the Send button) may take longer than usual depending on
the sizes of the files being attached to the ticket reply.

If being sent out as an e-mail (see the Send E-mail option), the files will be attached to the outgoing
e-mail. They will also be available from within the client support interface.

The attached file will also be available through the staff’'s view of the reply, as shown below.

Staff User = Posted on OS5 Feb 2007 06:34 PM i |
JE— This is a ticket reply.
Attachments

[ Docurnentl txt (0,00 KB

it
=
e

Ernail: staff@user.com IF: 82.45.22.87
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Spell check

Clicking on the spell check button will open up the spell checker that will start performing a spell
check, as shown below.

%3 Speller Pages E' |E|@

Spell check in progress. ..

Mot in dictionary:

:Change to: :
| | [ |grore ] [ lagnore All ]

[ Replace ] [ Feplace Al ]
Wyaiting For wias, ecarnate, cam, .. @

After spell checking is complete, you will be taken through each unrecognized word with the options
to Ignore the spelling mistake or Replace the spelling mistake with a suggestion, and so on.
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%3 Speller Pages

Thi=s is a ticket reply, and here is & speling
mistake.

Mot in dictionary:

Ispeling

Change to;

!spelling l [ |gnore

T E— | |

[ lagnore Al ]

J
!Spieling ][ Replace Al ]

I .
| zpilling

I zpoiling
| spooling

Replace

| £

Done @

Any changes done using the spell checker will be automatically amended to your ticket reply area
after clicking on the Close button.

Editing a ticket

Editing a ticket reply’s post content

The contents of a ticket reply can be edited via the ticket body view by clicking on the edit icon, as
shown below.

Staff User = Posted on 05 Feb 2007 06:34 PM

sTREF This is a ticket reply. _—— | The edit ican. |

Attachments
M D

FE (0,00 KB

Ermnail; staff@user.com IP: 82.45.22.87

Clicking on this icon will open an editable window that allows editing of the reply’s contents, as shown
below.
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*} Edit Ticket Post - Mozilla Firefox
Edit Post - #U70-924368

Thiz is a ticket reply.

Done

Following submission of the changes, an edited by note will be appended to the bottom of the ticket
reply, as shown below.

Author Contents

Staff User | Posted on 05 Feb 2007 06:34 PM =
STAFF This is a ticket reply. I have now edited its contents,
attachrments

[ Docurnentl.txt (0.00 KB)

Last Edited By Staff User On: 05 Feb 2007 09:14 PM

e

= E’f ﬁ Ernail: staff@user.com IP: 82.45.22.87

Editing ticket options

A ticket’s options can be edited using the ticket management menu, as shown below.

| General | Fost Reply Forward Follow-Up Billing Add Motes Release History (1) Chats (0) Audit Log Edit

]
[
]

Click on the Edit tab to open a list of editable ticket fields, as shown below.
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Link with Custom Field Group -- D Nat Link -- [+
wou can link this Ticket to a Custom Field Group by
selecting one from the available options. Once linked,
vou can enter the respective information under the Edit
Tah.

Ticket Recipients receive all the Emails that are replied to by Staff Members, The option to add Ticket
Recipients is available when sending a CC, BCC, or Forwarding a Ticket, There are three types of Recipients:

+« Third Party: Whenever you farward a ticket, a seperate comrmunication channel is opened in a Ticket
that is different from the one established between the staff and the client. If you add a Third Party to
the Recipients list, whenever staff replies to a Ticket it will be dispatched to the third party

« CC Users: These are the Users to whom vou CC'ed the Replies. any futher replies will be CC'ed to
them automatically

+« BCC Users: These are the Recipients to wharn the ariginal reply was BCC'ed. They will always be
BZC'ed automatically whenever a staff replies.

Add Mew Recipient Third Party

“ou can add a new Recipient by selecting the Recipient
Type and specifying the Recipient Email Address, The
added recipient will receive the entire staff replies
autarnatically, but will not have access to wiew the
ticket online,

Merge With Ticket ID

Enter the Ticket ID with which this Ticket should be
merged. &ny Replies received under this Ticket will be
autormatically appended to the Ticket with which it will
be merged.

amlar=1

Subject |.ﬁ. message |
Email |Iisa@user.cnm |
Full Name |Lisa Roberts |

Link Custom Field Group

[175]

Custom field groups are managed within the administrator control panel. A ticket can be linked to a
set of custom fields. Once linked, custom fields can be edited for this ticket by returning to the Edit

tab (shown above).

Ticket Recipients

For more detailed information on CC, BCC and third party recipients see CC, BCC and third party

recipients.

Merge Ticket

Merge With Ticket ID - to merge the current ticket to another ticket, enter the ID of the second ticket
here. The ticket replies will all be merged chronologically, and the current ticket will be deleted. The
ticket creator’s address of the current ticket will be added as a CC user to the new, merged ticket.

Ticket Properties

Subject - the subject of the ticket.
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Email - the e-mail address of the ticket creator (primary recipient).

Full Name - full name of the ticket creator.

Creating a ticket

Tickets can be created by staff users in the form of an e-mail ticket (which can also be considered
as sending or starting an e-mail to a user) or a phone ticket (for example, if a phone call is taken
and needs to be logged as a ticket).

E-mail ticket (sending an e-mail)

A staff user can create an e-mail ticket from within the staff control panel. “Creating a ticket” can
also be referred to as sending an e-mail to a user.

A ticket can be created via the quick-insert menu and the navigation menu.
Via the navigation menu:

1. Open Tickets on the navigation menu bar, as shown below.

nage Tickets | Search = | Mew Ticket+ || Fredefined Replies~ | Alerts = | Filters =
i |~ Zend Email ¥ .
Quick Insert - :
Phone Ticket * = General
[ Ticket Statistics tl = d| i
_] Contact 1 MNew Tickets: 1 =
EE‘#EWI ) Mew Chats: 0
I Task

2. Open the New Ticket sub-menu.

3. Hover over the Send Email menu.

4. Click on the department in which you wish to create the ticket.
Via the quick-insert menu:

1. Open Tickets on the guick-insert menu, as shown below.
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Home #% Ive Support Teamwork Knowledgebase |

Manage Tickets |  Search = | Mew Ticket = | Predefined Replies = | Alerts =

w2 Quick Insert

| 1 Ticket #3 Send Email 3|
= . ;
|84 Contact _3‘;\% Phone Ticket * = General
ﬁ Event ) Mew Chats: 0 = Sales
& Task
4% Article
™

2. Open the New Ticket sub-menu.

3. Hover over the Send Email menu.

4. Click on the department in which you wish to create the ticket.
The create ticket interface will then be introduced, as shown below.

HNew Ticket: General

From | Staff User =staff@user.com= » I

Subject | |

User Email | | o]

Quick Insert @ Predefined Replies = |'_%' knowledgebase = @' Downloads =

The address to which
this ticket will be created |
for and/or sent to. Send the contents of this
= ticket, as if ending an e-mail
to the uger?

Send out the department's
auto-responder, as if the user |
has submitted the ticket
creation hirm or herself?

"‘-.\“ ﬁ
Options Due: :]@ Tirme Worked: |(In Minutes) Email: [ ] Autoresponder Contents

Send | L Add MNote J L Attach Files J L Spell CheckJ l Ernail Options J

Other than the fields detailed above, the create ticket interface is much the same as the standard
ticket reply interface, which is documented in replying to a single ticket. Some ticket reply options
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are not available in the create ticket interface, as they relate specifically to a ticket that already

exists.

Phone ticket

A staff user can create a phone ticket from within the staff control panel.

A ticket can be created via the quick-insert menu and the navigation menu.

Via the navigation menu:

1. Open Tickets on the navigation menu bar, as shown below.

JUPPUTIOUTE

Live Support Teamwork ! knowledgebase
nage Tickets |  Search = | Mew Ticket = | | Predefined Replies = | Alerts = |  Filters =
‘ "~ || send Email o |
Quick Insert T Ticket
. Fhone Ticket i o
_ | =8 = General
1 Ticket Statistics @ Sales
= - |
J Contact <1 Mew Tickets: 1
Event ) Mew Chats: 0
Task

2. Open the New Ticket sub-menu.
3. Hover over the Phone Ticket menu.

4. Click on the department in which you wish to create the ticket.

Via the quick-insert menu:

1. Open Tickets on the gquick-insert menu, as shown below.

Live Support Teamwork Knowledgebase

Manage Tickets |  Search = | Mew Ticket = | Predefined Replies = | Alerts =

» Quick Insert

I : - -

| A Ticket i3 Send Email ¥
|E_,] Contact Wy Phone Ticket * & Genersl
— Event ) Mew Chats: n = Sales
& Task

j Article

oo

2. Open the New Ticket sub-menu.
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3. Hover over the Phone Ticket menu.

4. Click on the department in which you wish to create the ticket.

The create ticket interface will then be introduced, as shown below.

From | Staff User <staff@user.comz= % |
Subject | | Click this icon to

- search for a user's
User Phone # | | 334 (Optional) phane number.
Full Mame | |
User Email | | 34 (optional)
Quick Insert [%F Predefined Replies =[5 Knowledgebase » ™§F Downloads =

A phone ticket can
alzo be associated
with an e-mail
address.

If an e-mail address is
specified, send out the
department auto-responder

Send the contents of
this ticket to the e-
mail address (if
specified)?

as if the user has created
the ticket?

S

Options Due: I:Iﬁ Tirme Worked: |(In Minutes) Ernail: Autoresponder Contents

Send | |I Add MNote ] L Attach Files ] L Spell Check] |I Ernail Options ]

Other than the fields detailed above, the create ticket interface is much the same as the standard
ticket reply interface, which is documented in replying to a single ticket. Some reply ticket options
are not available in the create ticket interface, as they relate specifically to a ticket that already
exists.

Forwarding a ticket

A ticket can be forwarded using the ticket management menu, as shown below.

| General | Post Reply Forward Follow-Up Billing Add Motes Release History (1} Chats (0} Audit Log Edit

L
T
5

I
u
T

m
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Click on the Forward tab to open the ticket forward interface, as shown below.

anera Forward E U A h a 4
From | Staff User «<staff@user.coma>
- I ] { [ add to Recipients ) 34
e,
sert 9 Quote » 5 Predefined Replies » 5 Kibwledgebase =[5 Downloads -
Quick Insert g {‘JG & = Predefined Replie by ﬁb«d&jc .: & & Downloa .
Properties C"Wﬂ'h{i -- Unassigned -- | Department: | General ¥ Status: | open  »| Priority: | Medium v |
I".I -\-\“‘u,\_
“\| \R"‘x
Y | Enter the e-mail
\ address of the
Y farwardee.
‘| Quote ticket

replies using

this menu.
Options Due: , | = Tirne Waorked: él{an Minutes ) |
l Send ! H Save as Draft | [ Follow-Up i i Add Mote J i Attach Files | | Spell Check I

Forwarding a ticket is very much the same as creating a new ticket (sending an e-mail), with the
exception that under Quick Insert you are able to quote ticket posts from the ticket history.

Forwarding a ticket to the recipient defined (as shown above) opens a separate communication
channel what that user (as in, a completely new ticket).

However, if you click on the Add to Recipients box (as shown above), the forwardee will be added
as a third party recipient (for more information on third party recipients, see CC, BCC and third party
recipients). In this case, the third party can make ticket replies to the “current” ticket, rather than
have them added to a separate ticket.

CC, BCC and third party recipients

STAFF THIRD FARTY UzZER RECIFIEMT

CC User - a CC user who has been added to a ticket is carbon copied all replies sent by a staff user.

BCC User — a BCC user who has been added to a ticket is blind-carbon copied all replies sent by a
staff user.

Third Party / Recipient — a third party recipient added to a ticket is carbon copied all replies sent by a
staff user. A third party is able to send e-mail replies and have them appended to the ticket that was
not originally created by them.

Note that adding an e-mail address as a recipient does not give a user behind this e-mail address
access to the client support interface.
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Whether or not a user gets to see third party recipient replies in the client support interface is
configured in the administrator control panel (see ticket settings in the administrator control panel).

Predefined replies

A predefined reply is more commonly known as a standard reply - a ticket reply that has already
been typed up and saved for re-use, either as a reply or as a template for a reply.

Using predefined replies

When replying to or creating a ticket, a predefined reply can be sourced and inserted using the
quick-insert menus, as shown below.

izeneral Fost Reply Forward Follow-Up Billing Add Motes Release History

From | Staff User <staff@user.com> % |

Quick Insert [9 Quote » |5 Predefined Replies = [3F Knowledgebase »  [8F Downloads
) = Exa . - |

Properties Owner: | .- ynd ! Example catagory ¥ Status: | open (¥

=———I D Thi‘: i‘: 3 test rF‘Fll'll' IE—

C_ontents | T T i=§§§§

Dear =ir,
Thiz iz an example predefined reply.
Thank wou,

Support

Managing predefined reply categories

To view and manage predefined reply categories:

1. Open Tickets on the navigation menu, as shown below.

Manage Tickets | Search» | HMewTicket+ | FPredefined Replies» | _Alerts» | Filters+» | Rep

: t [ = Manage Categaories
w Quick Insert | = )
Manage Replies

s Ticket isti

.- Cll: : . Statistics [k Insert Category
&5 Conta i ' -

- 1 Mew Tickets: Insert Reply
Ewvent ) Mew Chats:

|2 Task

@ Article

| =N
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2. Open the Predefined Replies sub-menu.
3. Click on Manage Categories.

A list of all predefined reply categories will be presented, as shown below.

Add a sub- Add a predefined
category of reply to the Example
Parent Category. cateqory.

Predefined Categories

I'_E!E Parent Category [ add Sub Category | Add Reply
. | Example categaory [ add Sub Category | Add Reply | Edit Category | Delete ]

E—l Another category [ Add Sub Category | Add Reply | Edit Category | Delete ]

i...[1 Example sub-category [ &dd Sub Category | Add Reply | Edit Category | Delete ]
e

]

Edit the Example

Delete the categary
sub-cateqgory

Example sub-

category. cateqgory.

To edit a category, click on the corresponding edit category link.

Refer to predefined reply category fields for documentation on the required fields for a new
predefined category.

Creating a category

To create a predefined reply category:

1. Open Tickets on the navigation menu, as shown below.

" Live Support Teamwork knowledgebase Downloads

Manage Tlcl-i{ets |  Search= | Mew Ticket = |  Predefined Replies = | L alerts = | Fikters= | Rep

I | = Manage Categories
» Quick Insert [

: I Manage Replies
< Ticket

Statistics
&-51 Contact 1 Mew Tickets: L I% Insert Reply
% Event — ) £
) New Chats: 1]
& Task
lﬁ’ Article

[ A |

2. Open the Predefined Replies sub-menu.

3. Click on Insert Category.
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Refer to predefined reply category fields for documentation on the required fields for a new
predefined category.

Predefined reply category fields

Insert Category

Category Title | |
Enter the Category Title, Use this field to denote the subject or context of the category,

Parent Category o ) = | Parent Category % |
Select the Parent Categaory. This is the Category of which the new Category will becaorme a

sub-category.

Insert Category

e Category Title - the title of the category.

o Parent Category - if the category is a sub-category of another, set the parent category here.

Managing predefined replies

To manage predefined replies:

1. Open Tickets on the navigation menu, as shown below.

A

() SupportSuite

Downloads

Manage Tiu:l%cets |  Search= | Mew Ticket = |  Predefined Replies = | l_.ﬂ.Les:tsl - | Fikters= | Rep

. - I ) Manage Categories
w2 Quick Insert L

: I Manage Replies

?TICkEt Statistics [ I gk Insert Category
&‘% Sl <1 New Tickets: 1 % Insert Reply
% Event — ) (&

) New Chats: o
& Task
@" Article

2. Open the Predefined Replies sub-menu.

3. Click on Manage Replies.

A list of all predefined replies and their respective categories will be presented, as shown below.
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[ sSubject Category Created On s« Options
D\This is a test reply Exarmnple category 04 Feb 2007 09:11 PM El Edit Delete

\ Edit or delete the | /

Selectars for
mMass managing

reply.

replies.

Selecting multiple predefined replies (by checking the corresponding check boxes) will open the
mass-management menu, as shown below. Using this menu, replies can be mass-deleted. Under
the Advanced Search tab, replies can be searched for by name. Under the Settings tab, the
number of replies shown per page (if there are many) can be limited.

J Mass Action Advanced Search Settings

EES==——— Delete
Predefined rRepiyost

[ subject
This is a test reply

Page 1 of 1

4@ Back

To edit a predefined reply, click on the corresponding edit  icon.

Refer to predefined reply fields for documentation on the required fields for a new predefined reply.

Creating a predefined reply

To create a predefined reply:

1. Open Tickets on the navigation menu, as shown below.

—\% S u p po [’TSU |'te

% Live Support ; Tearmwork Knowledgebase Eownloads
Manage Tiu:l];:ets |  Search= | Mew Ticket = |  Predefined Replies = | |_.|:Lla3:ts - | Filters+= | Rep
! |

_ ! == i ) Manage Categories
= Quick Insert =

Manage Replies
ar

\;I Ticket Statistics 2 Insert Category
= Contact ) A =

I—-] 0 Mew Tickets: il % Insert Reply
2 Event ) Mew Chats: o

| Task

L@ Article

[ A
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2. Open the Predefined Replies sub-menu.

3. Click on Insert Reply.

Refer to predefined reply fields for documentation on the required fields for a new predefined reply.

Predefined reply fields

Subject I |

Enter the Predefined Reply Subject

Parent Category . _ | Parent Category v |
Select the Parent Categary. This is the Category under which the new

reply will be added.

Insert Reply

e Subject - the title of the predefined reply.

¢ Parent Category - the category in which the predefined reply will be saved.

¢ Reply Contents - the contents of the predefined reply.

Billing information and time tracking

The time spent working on a ticket and what of that is billable can be logged to a ticket, including a
work summary.

Viewing billing and time tracking information

Time tracking and billing information for a ticket (if the data exists) will appear on the ticket
information bar when viewing a ticket, as shown below.
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Add Maotes Release Histary (1) Chats {0} Audit Log Edit

J General | Paost Reply Forward Follow-Up Billing
Ticket ID Cwner Cepartrment Status Priority Cue Labels
% IDS-780953 Staff User General Cpen Critical -- Unassigned --
[Z] Billing Entry for: Staff User on 07 Feb 2007 12:01 AM i}
worlk was performed.
Worked: in Billable: 5
Total Time Worked: 10 Total Time Billed: 5

When billing or time tracking information has been added to a ticket, a ticket billing _I indication icon
will be given within a ticket listing, as shown below.

Troubleshooter

Live Support ' Teamwork Knowledgebase ' Downloads

|  Mew Ticket+ | Predefined Replies+ | Alerts = | Filters = |  Reports =

#» Manage » General = Qpen

AT b - Yiews = Labels = Mass Action |

Tickets List (Default Wiew)
] Subject

(]| Test # IDS-780953 Staff User 1 B
Fl < i About your website (001, 2)  UZ0-924368 Ticket billing 1d5H

infarmation indication.
Page1of1

Ticket ID Last Replier Replies Last A

Adding billing and time tracking information

Time tracking information can be logged to a ticket via the ticket management menu when viewing
a ticket, as shown below.

| General | Fost Reply Farward Follow-Up Billing Add Motes Release Histaory (17 Chats (0} Audit Log Edit

To add time tracking information to a ticket, click on the Billing tab. This will open the billing/time
tracking interface, as shown below.
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General Fost Reply Farward Follow-Up | Billing | &dd Maotes Felease Histary (1) Chats {0}
Time Spent Worked: I:l Billable: I:l {In Minutes)
Bill Date |07/02/2007 00:01 =
Worker | Staff User v |
Summary

¢ Time Spent
o Worked - the time spent (in minutes) working on this entry.
o Billable - the time (in minutes) that are billable.

o Bill Date - the time of billing.

e Worker - which staff user performed the recorded work.

e Summary - details of the log.

When a billing or time tracking information has been added to a ticket an indication will be shown on
a ticket listing, as shown below.

Views = Labels » Mag=oeb ol o ' Messages V' Quick Search  Cptions
| A ticket note
.| and hilling entry

| Subjet indication, Ticket ID  Replies  Last Activity v Due

O || [pre Test ' IDS-780953 0 Z1s Overdue W

Fl a3 Another tickg— MMZ-783203 0 Overdue W
Ticket note

RE=E Test indication. BYH-209730 ] 17d9hzzm Owerdue i

£ | < ' T IAK-723997 2 £4d5hd2m Overdus b

O = g About yolrw s ticket billing UZ0-924 368 & 70d1hz4m Overdue %

entry indication,

Removing billing or time tracking information

Time tracking and billing information for a ticket (if the data exists) wil_l_ appear on the ticket
information bar when viewing a ticket. As well as this, a trash can I icon will appear next to each
entry.

To delete an entry, click on its corresponding trash can icon, as shown below.
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General Post Reply Forward Follow-Up Billing add Motes Release History (1) Audit Log Edit
Ticket ID Qwner Department Status Friority Labels
Y IDE-780953 Ztaff User General Qpen Critical -- -

[Z1 Billing Entry for: Staff User on 07 Feb 2007 12:10 AM o

More work was done,
Worked: 23 Billable: 23

[Z1 Billing Entry for: Another Staff on 07 Feb 2007 12:10 AM o

work was done,
Worked: 11 Billable: 11

Total Time Worked: 34 Total Time Billed: 34

Ticket and user notes

Notes can be attached to tickets or user (client) accounts. These notes can be viewed only by staff
users (or specific staff users - this is defined at note creation). Notes can be used to share
information between staff users, or simply as a record whilst working on a ticket or dealing with a
client.

Viewing a note

A note that is attached to a ticket will be visible on the ticket information bar when viewing the
corresponding ticket. A note that is attached to a user account will be visible in the same place for
every ticket the user creates, as shown below.

General FPost Reply Forward Faollow-Up Billing add Motes Release History (1) Chats {0} Sudit Log Edit
: Ticket ID Qwner Departrnent Status Priority Cue Labels
% IDS-730953 Staff User General Cpen Critical -- Unassi

5] Mote by Staff User - 07 Feb 2007 12:19 AM (Ss) )}

| This is an example note, attached to a user account,

An indication that a note has been attached to the ticket will also be given from within a ticket
listing, as shown below.
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Tickets i Ive Support Teamwaork i Knowledgehase i Downloads i Troubles

| Search= | HMewTickets | Predefined Replies~ |  Alerts+= | Filters+ | FReports =

3] @ Manage = General » Open

T

LGSR EE Yiews = Labels = Mass Action | |

Tickets List (Default View)

n hold tickets

mple filter

O < @ # IDS-780953 Staff User 1
w label = g About your website UZgoosaca Chadl bt =
mple label (13 Ticket note

Page 1 of 1 indication.
iz

Adding a note

Notes can be attached to a ticket or user via the ticket management menu when viewing a ticket,
as shown below.

| General | Fost Reply Forward Fallow-Up Billing Add Motes Release History (17 Chats (0} Audit Log Edit

To add a note, click on the Add Notes tab. This will open the add note interface, as shown below.

General Fost Reply Forward Follow-Up Billing Add Motes Felease History (1)

Mote Type @ ) 0
Select the Mote Type. Ticket User

Ticket Motes: Ticket Motes are visible only on the Ticket which they
are created,

User Motes: User Motes are visible on all Tickets created by the user,

¥isible To

You can restrict the wisibility of this Mote to a specific Staff Member by
selecting one from the box,

This iz an example note.

| -- All Staff Users -- vl

¢ Note Type - whether the note will be attached to the ticket or to the user account of the
ticket creator.

e Visible To - to whom the note will be visible to. A note can be visible to all staff members or
a specific staff member.

¢ Contents - the contents of a note.
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Once a note has been added, it can be viewed on the ticket information bar, as shown below.

General Post Reply Forward Fallow-Up Billing &add Motes Release History (1) Chats {0} Sudit Log Edit
Ticket ID QwWner Departrnent Status Priority Cue Labels
Y IDS-780953 Staff User General Open Critical -- Unassigned --
[E] Mote by Staff User - 07 Feb 2007 12:19 AM (5s) ﬁ

This is an exarple note, attached to a user account,

An indication that the ticket has had a note added to it will also be shown on a ticket listing, as shown
below.

Wigws = Labels = Mass Action

L] Subject

O < [T Ticket note

Fl i< Test indication.

El | <= & rnessage o

Note that when a note is added to a user account, the note will be visible on all tickets created by
this user. The user will still not be able to see this note, however.

Deleting a note

Notes can be deleted via the ticket information bar when viewing a ticket, as shown below.

General Paost Reply Farward Follow-Up Billing Add Motes Release History (1) Chats {0} Audit Log Edit
Ticket ID Qwner Departrnent Status Priority Ciue Labels
Y IDS-780953 Staff User General Open Critical -- Unassigned --
[Z] Mote by Staff User - 07 Feb 2007 12:19 AM {5s) fr

This is an example note, attached to a user account,

As well as this, a trash can 7 icon will appear next to each note. To delete a note, click on its
corresponding trash can icon.

Automatic ticket follow-ups

Ticket follow-ups allow for the post dating of ticket handling actions.
Here are some example uses of the ticket follow-up system:

e Using the ticket follow-up a reply to a ticket can be made “in the next X minutes”.
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e To have an ongoing “Invoices” ticket that is closed by a staff member when paid, but as a
ticket follow-up is told to reopen in 30 days time and post a ticket-reply, reminding the user
that the next payment is due.

Adding a follow-up action

To add a follow-up action, click on the Follow-Up tab on the ticket management menu when
viewing a ticket, as shown below.

General Fost Reply Forward Follow-Up Billing add Motes Release History (1) Chats (0} Audit Log Edit

The follow-up actions interface will be opened, as shown below.

General Post Reply Forward ! Follow-Up Billing Add Motes Release History

| In X Minutes V| | |

[] General
[] add Motes
[]rost Reply
[ ] Farward

Follow-up actions can be combined. For example, a ticket can be replied to as well as opened within
the same follow-up entry.

The general actions can be used to:
e Change the owner (ticket assignment) of a ticket.
e Change the department a ticket resides in.
e Change a ticket’s status.
e Change a ticket’s priority.
e Set a due time for the ticket.

General Post Reply Forward Follow-Up Billing Add Motes Felease Histary {1} Chat Audit Log Edit

| In X Minutes v| | |
General

Cwner Cepartrment Status Priority Cue

| -- Mo Change -- V| | -- Mo Change -- V| | -- Mo Change -- v| | -- Mo Change -- v| | |%

[] add Motes
[ raost Reply
[ Forward
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The add notes action can be used to:

Add a note to a ticket or user. For more information on ticket and user notes, see ticket and user
notes.

General Fost Reply Forward | Follow-Up | Billing Add Motes Release Histary (1) Chats {0} Audit Log Edit

I In X Minutes V! l |

[ General
Add Motes

Mote Type ® Ticket @) User

[ Past Reply
[ Farward

The post reply action can be used to:

Post a ticket reply to the ticket. For more information on ticket replies, see replying to a single ticket.

General Fost Reply Forward | Follow-Up | Billing add Motes Release History (1% Chats {0} Audit Log Edit

I In X Minutes ,v| I I

[ General
[] add Motes
Paost Reply

Quick Insert [@ Quote » [ Predefined Replies = [4° Knowledgebase «

[ Forward

The forward action can be used to:

Forward the ticket to an address. For more information on ticket forwarding, see forwarding a ticket.

Copyright © 2001 — 2007 Kayako Infotech Ltd. www.kayako.com
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Add Motes Release History (1) Chats (0} Audit Log Edit

To

| 34

Clicking on the binoculars &4 icon will open up a contacts search window, allowing the search of
addresses stored in the contacts list and user accounts, as shown below.

B[(=1/E3

Search Query Iu:hris

D;, Users

: |—;|____|j:j| Chris Read

5 L. chris@read.com
@ Contacts

Done

&

The search will be performed as you type. Clicking on a matched e-mail address will insert the

address into the Forward To field.

Ticket and chat history records

SupportSuite databases a ticket and chat history for all user accounts.

A ticket and chat history for a user can be viewed in two areas - from within a ticket created by the
user and from within the user’s account page within the staff control panel.

From within a ticket, the ticket can be accessed from the ticket management menu by clicking on

the History tab, as shown below.
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ply ] Histor it
Ticket ID Zubject Drate Departrnent
UZ0-924368 About your 18 Jan 2007 01:22 PM General

website
YRT-584563 Anather ticket 07 Feb 2007 09:46 PM General

from rne

Similarly, the chat history is accessed by clicking on the Chats tab, as shown below.

Chat I Full Mame Departrnent Crate

1 Chris General 07 Feb 2007 10:12 PM
i Chris General 07 Feb 2007 10:13 FPM
3 Chris General 07 Feb 2007 10:14 FPM
4 Chris General 07 Feb 2007 10:23 PM
5 Chris General 07 Feb 2007 10:30 PM
3 Chris General 07 Feb 2007 10:34 PM

Clicking on the Full Name of the user will take you to the corresponding chat history. For more
information, see chat history.

Ticket audit log

The audit log of a ticket details every action performed by the user, system or a staff user on a
ticket. The audit log provides a powerful way of overseeing the path a ticket has taken through the
support system, and is secure in that log entries cannot be modified using the SupportSuite interface.

An example of a ticket’s audit log is shown below.

Hi Ty L Audit Log

Cescription Crate Timeline Entry Type
Setting Due Time To: 03 Feb 2007 09:46 PM 07 Feb 2007 09:46 PM System
Mew Ticket Created By Chris 07 Feb 2007 09:46 PM Client
Ticket Department Changed From: General To: Sales 05 Feb 2007 08:39 PM Staff User {Staff)
Setting Due Time To: 09 Feb 2007 08:39 PM 05 Feb 2007 08:39 PM System
Ticket Due Time Cleared By: Staff User 08 Feb 2007 0&:39 PM Staff User (Staff)
Mew Reply Created By Staff User (staff@user.com) 05 Feb 2007 08:39 FPM Staff User (Staff)
Eisc:ft Cue Time Set To: 10 Feb 2007 12:00 AM By: Staff 05 Feb 2007 0&:39 BM Staff User (Staff)

The oldest action will be shown first. When two actions (for example) are logged at exactly the same
time (as shown above — “Setting Due Time” and “New Ticket Created”), the very first action logged
will be displayed second.

This is a listing quirk that occurs because the actions occurred at exactly the same time. Obviously,
the ticket was created first and then the due time was set by the system for the new ticket.

A logged action performed by the system will have an Entry Type of System. Some system actions
include automatically setting a due time according to an SLA plan, or automatically closing a ticket
if auto-close has been enabled from within the administrator control panel.

The following actions will be logged by the audit log:
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New Ticket Created By: X - log of the ticket creation.
New Reply Created By: X - log of a ticket reply by the client or a staff user.

New Forward Message Created By: X - the ticket and some of or all of the reply contents
have been forwarded by a staff user.

Ticket Owner Changed From X To: Y - the owner of a ticket has been changed (the ticket
has been reassigned).

Ticket Priority Changed From: X To: Y - the priority of the ticket has been changed.
Ticket Status Changed From: X To: Y - the status of the ticket has been changed.
AUTO CLOSE: Ticket Status Changed From: %s To: %s - the auto-close system
(configured within the administrator control panel) has been triggered and has changed the

status of the ticket.

Ticket Department Changed From: X To: Y - the ticket has been moved to a different
department.

Ticket Escalated under Rule: X - a ticket escalation path has taken effect.

Setting Due Time To: X - the due time of the ticket has been set.

SLA Plan Set To: X - the ticket has been assigned an SLA plan.

Ticket Flagged To: X By: Y - the ticket has been flagged.

Ticket Flag Cleared By: X - the ticket’s flag has been cleared

Ticket Exported as XML By: X - the ticket has been exported in XML format by a staff user.
Ticket Exported as PDF By: X - the ticket has been exported in PDF format by a staff user.
Ticket Due Time Set To: X By: Y - the ticket’s due time has been set.

Ticket Marked as Overdue By: X - the ticket has been marked as overdue.

Ticket Due Time Cleared By: X - the ticket’s due time has been cleared.

Ticket Note Added By: X - a ticket note has been appended to a ticket.

User Note Added By: X — a user note has been appended to the user’s account from within
the ticket.

Ticket Note Deleted By: X - a ticket note has been deleted.

Ticket Printed By: X - a ticket has been exported into a printer friendly view.
Ticket Post Deleted By: X - a ticket reply has been deleted.

Ticket Draft Cleared By: X - draft contents of a ticket reply have been cleared.

Ticket Draft Saved By: X - draft contents of a ticket reply have been saved.
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Ticket Forwarded To: X By: Y - the ticket and some of or all of the reply contents have
been forwarded by a staff user.

Ticket Recipient: X Deleted By: Y - a ticket recipient has been deleted.
Time Tracking Entry #X Deleted By: Y - a time tracking or billing entry has been deleted.

Time Tracking Entry Added For: X By: Y (Worked: %s Billable: Z) - time tracking or
billing information has been added to the ticket.

Processed under Parser Rule: X - the e-mail was received and processed under the parser
rule before being processed into a new ticket.

Ticket Merged With #X - ticket has been merged with another.

Deleted Ticket. Ticket ID: #%s, Subject: %s, Fullname: %s, Email: %s - ticket has
been deleted.

Ticket assignment and ownership

A ticket can be "owned” by or assigned to a particular staff user.

When a ticket is assigned to a staff user, only that staff user will be able to view the ticket unless the
staff user explicitly chooses to view tickets not assigned to themselves (see customized ticket listing

view).

When a ticket is assigned to a staff user, the staff user will receive an e-mail notification of ticket
assignment.

When viewing a ticket listing, tickets that are assigned to yourself will be indicated by a red star, as

shown below.
Earch = | Mew Ticket = | Predefined Replies = | Alerts= | Filters = | Reports =
¥ »» Manage » General » QOpen
Wigws = Labels = Mass P.u:tiu:un%
ckets |
- | [ | Subject Ticket ID Last Replig
|0 a Test % IDS-780953 Staff Usen]
1) I <& § About your website (O ll,jd},_/“'f 0 # UZ0-924368 Staff Used
Jol———— —
| —age _ o _ | Star indicating -
ticket
own ership.

Assigning a ticket

To assign a ticket from within a ticket view:
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1. On the ticket information bar, click on Owner as shown below.

General FPost Reply Forward Faollow-Up Billing add Motes Release History (1) Chats {0} Sudit Log Edit

I Ticket ID Qwner Departrment Status Priority Due Labels

- — — 02/11/2007 =

|5 IDS-?8E|953|; Staff User i | | General w | | Qpen v | | Critical v | = O A new label

| -~ Unassigned -- =) DExampIe label
Staff User | Submit | I Cancel |

7 Another Staff

2. Select the name of the staff user to whom you wish to assign the ticket.
To assign a ticket from within a ticket listing view:

1. Select the tickets you wish to assign.

2. On the mass-management menu bar (as shown below), select the name of the staff user to
whom you wish to assign the ticket.

3. Click on the Submit button to perform the setting changes.

[[esmser. TUuseenussIenT| |

ot Ticket T
Fuver down GEG-9625
but your website UZ0-9247
v T + -- Mo
-- Assign To --
-- Unassigned --

Staff User

Another Staff

Releasing a ticket (cumulative actions made when replying)

An assigned or owned ticket can be released to another staff user or to no one. In one action,
multiple properties of a ticket can be changed (such as status, ticket owner, ticket priority) including
adding a ticket note.

To release a ticket from within a ticket view:

1. On the ticket management menu, click on the Release tab as shown below.

kayako



General Fost Reply Forward Follow-Up Billing Add Motes Release Histary (23 Chats (&) Audit Log

[198]

Edit

Options Ciue: l:l% Tirne Worked: |(In Minutes)

HOteRlypE C Ticket O User

I Submit || Follow-Up |

2. Then, do as appropriate:

a. Select a new Owner (or to assign the ticket to nobody, set the owner to =
Unassigned --).

b. Select the ticket's Department.

c. Select the ticket’s Status.

d. Select the ticket’s Priority.

e. Set a Due time for the ticket.

f. Enter the amount of Time worked on the ticket.
g. Attach a Note to the ticket or the user’s account.
h. Add a Follow-up action for the ticket.

Click on the Submit button to release the ticket and perform the property changes.

Ticket due times

Ticket due times can be set both manually and automatically (by the system). A case where a ticket
may have it's due time set automatically is if the ticket applies to a certain SLA plan (see SLA in the

administrator control panel).

A ticket’s due time can also be set manually when viewing a ticket, as shown below.

|
| Set the due
ng Add Motes Release History (1) Chats (0} Audit Log Edit | time of the
Status Friority Due / ticket.
I [Medum ] | 1 S m—
Clear the
| Subrmit | | Cancel | ticket’s due
time,
[
| 9 Template Group: default « Previous Tickﬁ:—

Click on the calendar icon (as shown above) to open the date selector.
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When a ticket becomes overdue (i.e. the due time expires), the ticket will be marked as such in the
ticket listing and the ticket will also appear on the dashboard of the staff control panel, as shown
below.

u,l IDS-780953: Test Staff User

() UZ0-924368: About vour website Staff User
i YRT-584563: Another ticket from me Staff User
Statistics

1 Mew Tickets: 1]

) Mew Chats: 0

‘ Today J‘ Mews (1) J

When a ticket is overdue, a ticket’s row color will turn a deeper shade of pink/red in a ticket listing,
as shown below.

| I} Subject Ticket ID Last Replier Replies Last Activity » Cue

: |
' A !
|0 43 IAK-723997 Staff User 2 24dshddm ¥ |
I message I
|0 < Test IDS-780953 Staff User 1 28d20h39m Overdue ¥ |

Note that this color change must not be confused with a high priority ticket (as configured in the
administrator control panel), where the color change is similar but not as deep.

Assigning a specific ticket to an SLA plan

SLA plans can be set up to automatically apply to a department (and/or a set of statuses, priorities
and so on) - see SLA in the administrator control panel..

SLA plans can also be assigned to tickets that match certain rules in the mail parser (see mail parser
in the administrator control panel).

To assign a ticket to an SLA plan from within the staff control panel:
1. Open the ticket (by clicking on the ticket’'s name from within a ticket listing).

2. On the Ticket Options menu, click on SLA, as shown below.
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portSuite

Home :‘l;u;keutsz Live Support Teamwork knowledgebase

Manage Tickets | Search» | HMewTicket+ | Predefined Replies= | Aalerts» | Filt

» Ticket Options *» Manage » Sales » Open @ About yvour website (UZ0-924368)

¥ Flag Ticket [

: canaral | oo Reply Forward Follow-Up Billing Add
@ SLA Plan 2 Ticket >
e Departrnent
| Mark Due & user »| @ Examnple SLA Plan
OptiDI'IS | T T oo T T TOTTO Sales
ﬂ‘j Export

Page 1 of 1

3. Select the appropriate SLA plan.

The ticket’s due time will not abide by the assigned SLA plan’s overdue timings and schedule.

Escalated tickets

Escalation rules (if defined) come into effect when a ticket gets marked as overdue under a certain
SLA plan. Escalations rules can be used to perform a set of specified actions when this event occurs -
such as assigning the ticket to a staff member or moving the ticket’s department.

For information on how SLA plans work, see SLA in the administrator control panel. For information
on escalation rules and setting up escalation rules, see escalations rules in the administrator control
panel.

An example use of escalation rules is seen in a company with a support department which is lead by
two superior support managers. When a ticket turns overdue, an escalation rule can be set up to
assign this ticket to one of the support managers and set the ticket’s priority to urgent.

When a ticket is escalated, the escalated symbol will be shown on a ticket listing, as shown below.

GEL[EE N Yiews = Labels = Mass Action I || Messages ~ || Quick Search  Options

] Subject Ticket ID Replies Last Activity w Due
O < @ Another ticket MMZ-783203 o 1d17h37m Overdus 7
Fl <= { A ticket &  HYT-636576 0 1d17h37m Owverdus W
M <a —=— : / BTH-209780 0 17deh37m Overdug 7
Ticket escalation
O a indication - ticket #  IAK-T23997 2 64dzh57m Overdue =
has been escalated. | :
Fll<s IDS-780953 0 68d16h53m Overdus N
. About yvour 0 # .
L | g_ UZ0-924368 & 63d22h39 Overd Ll
O website (0O 1, 2) - R

Page 1 of 1
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