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Status and Department Actions Dashboard

Actions\ Department L1 Support L2 Support L3 Support

Create Ticket

Transfer Tickets
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Claim (Self) / Assign
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Resolve Ticket
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Note: Please do not use Status Closed. Instead if a ticket is fixed use the status Resolved
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Agent Login

ASHOK LEYLAND
SERVICE DESK

Dashboard Users Tasks

[l Open (0) [/ Closed [ New Ticket

|_ Q | [advanced]

2 Open Tickets

Numbers LastUpdated 4 Subject
There are nho tickets matching your criteria.

L1

Welcome, Srinivasan. | Admin Panel | Profile | Log Out

Knowledgebase

From

l:= Sort -

4+ Priority ¢ Assigned To s

Copyright © 2006-2017 AL ServiceDesk All Rights Reserved.

After successful Login with your account
details, it loads Home page with List of
Tickets (Status wise)

In Open Tab agents can see all open tickets
[ticket created by End Users/L1 Support
Agents & Transferred tickets from other
departments]




Once clicking the New Ticket on top of the page

L1 Support Agent

Dashboard Users Tasks Tickets Knowledgebase

[ Open (0) Closed [3 New Ticket

* Search for existing user by entering the email

*  For New user record the Email address & username
Open a New Ticket

o, » Select the Ticket source (through Phone or Either Email)
Email Address: srinivasan.babu@hindujatach.com qQ |
fu e S ‘ * Select the Help Topic (Module) to which the ticket belongs

Ticket Information and Options:

* Select the Sub Category

Ticket Source: Phone ¥ | *

Help Topic: Service Mandi - Fleet Manager ¥ |~

Department: — Select Department— v * Se,eCt the TiCket Type
SLA Plan: — System Default — v

Due Date: ] 12:00 AM ¥ Time is based on your time zone (GMT ) s SE/GCt the Priority LEVEI
Assign To: — Selectan AgentOR a Team— ¥

* Enter the Issue Summary & Description

Ticket Detail s:
Flease Describe Your lssue

FleetManager Sub squest Creation v " H H H [
Category. e Creaton. * Attached the Evidence by browsing “Choose them” link if
Ticket Type: Technical Issue v
Pricrity Level: Marmal v any
Issue Summary: Tech issue in Fleet manager Req creation

S 1 s B T U A B 5 = o= om o= @ 0 H w = — * Click on open to raise a new ticket

Tech issue in Fleet manager Req creation

* Ticket will be created & listed in Open Queue & a mail will

Ticket Status: Open v

Signature: * MNone My Signature Department Signature (if set) be triggered to user (On/y Ifsend alert tO user ,-S enabled
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_1 Support Agent

ASHOK LEYLAMD
SERVICE DESK

Wele ome, Srinivasan. | Admin Pansl | Profile | Log Out

Dashboard Users Tasks Tickets Knowledgebase
[ Open(2) B & My Tickets (1) Closed [b Mew Ticket
Q | [advanced] I Sert =
= My Tickets - &~ (=4
Numbers Last Updated -~ Subject = From %+ Priority # Department E
#0050 168/08/2017 644 PM  c= admin new ticket test diwa Mormal L1 Support
Select: Al None Toggle
Page: [1] Export
J! ini Aol ane rofile oq O
AT PR T Welcome, Srinivasan. | Admin Panel | Prefile | Log Out
SERVICE DESK
Dashboard Users Tasks Tickets Knowledgebase
F Open (2) Closed [ Mew Ticket
= Ticket #0032 - s [[=]-][=]-] s~ | = = |-
Tech issue in Fleet manager Req creation
Status: Open User: & Srinivasan (1)
Priority: MNormal Email: srinivasan.babu @hjrfdujatech_ com
Department: L1 Support Source: Phone
Create Date: 14/08/2017 10:10 AM

Assigned To: — Unassic

SLA Plan: SLA Mormal
Due Date: 14/08/2017 6:10 PM

Ticket Details

FleetManager Sub Categony:

Ticket Type:

Ticket Thread (1)

Srinivasan posted 14/08/2017 10:10 AM

Tech issue in Flest manager Req creaticn

Ticket #0032: Transfer

asks

Department: *

L2 Support - Service Mandi

Aa

E I

u

Request Creation
Technical | ssue

-

Lt

Help Topic:
Last Message: 144
Last Response:

Service” Mandi - Fleet Manager
E2/2017 10:10 AM

oAvat

L1 Support Agent can check all Open tickets in the Open Tab
Actions which can be performed by L1 Support Agent is listed
below
* Claim - if agents wants to self claim a ticket and work on
that [note: self claimed tickets will be listed in My Tickets
tab]
* Assign — if agent wants to assign the ticket to another
agent in the same department
* Transfer — if agent wants to transfer a ticket to a different
department
*  Post Reply — agent can use this field to enter the comments
or remarks which will be notified to the end user
* In progress/On hold — if currently working on a ticket
change to In Progress or for any dependency mark it as on
hold
* Resolve/Closed — agent can do post reply and perform the

action as Resolved/Closed



Dashboard - Report

Dashboard Users Tasks Tickets Knowledge base

=1 Dashboard 8& AgentDirectory & My Profile
* Dashboard list the Ticket statistics

Report timeframe: | Last month | period: | Up to today ¥ Refresh
Statistics
Statistic & of tic kets organized by department, help topic, and agent. . The Statistics list as below
Department Topics Agent * Department : List all the ticket counts respective to
Department Opened  Assigned Overdue Closed Reopened Service Time Response Time the department wise
L1 Support =] 2 ] 4 H 0.0 0.0
* Topics : List all the Help topic(Module) wise details
}epartment Topics Agent
* Agent: List the ticket respective to logged-in Agent
Help Topic Opened  Assigned Overdue Closed Reopened service Time Response Time
Service | Fleet I ger 2 2 0 1 1 0.0 0.0
Service N Driver 2 1 0 1 o 0.0 0.0 .
*  We can export the reports in excel format
Service | F armer 1 1 1 0 o 0.0 0.0
Service | Me 1 0 0 1 ) 0.0 0.0
Service | S Adr 1 0 0 1 o 0.0 0.0
lepartment Topics Agent
Agent Opened Assigned Overdue Closed Reopened service Time Response Time
Srinivasan Babay 4 2 0 2 1 0.0 0.0

Export



Ll -
Ny
HINDUJA TECH

Technology for Business Excellence

www.hindujatech.com



