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1 Introduction to Service Desk Module

Comodo Service Desk is a fully featured ticket management system which allows enterprises to implement strong
and effective work-flows for internal and customer-facing support departments. The platform allows admins and

support staff to track and respond to tickets raised by users, reassign tickets, generate reports, create projects and
more.

The interface has two management consoles - the 'Admin Panel' and the 'Staff Panel'. Admins with appropriate
permissions can access both panels.

Admin Panel - Allows admins to manage system settings, ticket settings, knowledgebase content,
notifications, contracts and more. See Service Desk Admin Panel for more details.

Staff Panel - Allows support personnel and admins to manage tickets, generate reports, add and manage

users, add and manage customers, reassign tickets, manage projects and more. See Service Desk Staff
Panel for more details.
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Key Features:

- Dashboard - At-a-glance overview of ticket activity over time. The charts and tables on the dashboard allow
you to quickly view the overall status of your operation. The dashboard also provides a starting point from
which you can deep-dive into more detailed areas.

«  Customer Web Portal - No account registration is required for users to submit tickets. Service Desk
allows end-users to view their ticket thread by logging in with their email address and ticket number.

+  Ticket Creation - Allows users to raise tickets in multiple ways - via email, over phone to an admin and web
portal as a guest or as a registered user.

+  Service Level Agreements (SLA) - Easily define service level agreements and configure ticket due dates

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 4
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and warnings to match.

+ Ticket Categories - Ticket Categories are topics which a user selects when submitting a support ticket. The
category they select will help your team to identify the area with which they need assistance. Ticket
categories can used in custom forms to route tickets to a specific department.

«  Custom Forms and Fields - Custom forms allow you to gather the precise data your support department
needs from end-users in order to solve an issue. For example, a custom form that requests specific
information can be assigned to a particular ticket category on your support home page.

+  Ticket Filters - Create rules which ensure tickets matching certain criteria are assigned to specific
departments/staff or have default actions applied to them. Ticket filter actions include reject ticket, auto-
assign, canned response and more.

+  Ticket Assignment and Transfer - Tickets can easily be reassigned to different departments and
admin/staff members as required. Internal logs are created to to keep track of ticket transfers.

«  Auto-Responder - Configure automatic replies sent to user for new ticket creation. Personalize the auto-
responders by inserting variables such as first name and more.

«  Knowledgebase - Post solutions to frequently asked questions (FAQs) and create articles to solve
problems. Knowledgebase items can be internal or publicly viewable and can help with ticket resolution
times and can reduce the number of tickets submitted. Resolved tickets also can be posted in
Knowledgebase and linked with ticket categories.

+  Projects - Staff members can create Gannt charts to plan and track progress on company projects.
Individual tasks and sub-tasks can be assigned completion percentages, time spent and billable time.
Service desk tickets can also be bound to any task, meaning any updates in the ticket regarding
completion, time-spent and billable time will be dynamically reflected in the parent task.

+  Time Sheets - Time sheets allows administrators to evaluate the performance of the staff and track their
working hours. Staff Members can create and submit time sheets in the 'My Time Sheets' interface of the
staff panel. Admins can review and approve time sheets in the admin interface by clicking 'Staff > Time
Sheets'.

+  Contracts - MSP administrators can create service contracts with customers as required. Contracts allow
you to define weekly, bi-weekly, monthly or annual subscription fees for services and to offer 'pre-paid
hours' that will be covered by the subscription. Admins can also create and apply charging plans with
custom rates for different service types.

- Charging Plans - Charging plans are templates that define custom hourly rates for specific service types or
assets. Charging plans are applied to customer contracts. The rates in the plan are applied after any
prepaid hours in the contract have been used up.

There are two types of charging plans:

+  Default Charging Plan - A global plan that lets you define default hourly rates for different asset
types. This rate will be charged if:

«  Acustomer does not have a contract

«  The contract with a customer does not include a charging plan

«  Custom Charging Plan - Set different hourly rates for work on certain assets, or for providing
support of a particular type (telephone, remote, on-site). The plan can then be assigned to
contracts. Each custom charging plan includes:
+  Default hourly rate (mandatory) applied to sessions not covered by a variable rate

+ Variable Rates (optional) for specific types of work. Variable rates are implemented by
constructing a conditional rule. Work which meets the criteria will be charged at the rate you
set. For example, you might want to charge a different rate for on-site visits, or for work on a
particular type of asset, or for work that exceeds a certain length of time.

Guide Structure

This guide is intended to take you through the configuration and use of C1 - Service Desk and is broken down into
the following main sections.

« The Service Desk Module

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 5
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< Quick Start
+  Logging-in to the Service Desk Module
«  Service Desk Admin Panel

+  Admin Panel Dashboard
»  Service Desk Configuration
- Managing Service Desk Components
+ Managing Emails
« Managing Time Sheets
« Managing Staff
«  Managing Announcements
«  Generating Reports
« Finance
Service Desk Staff Panel

+  Staff Panel Dashboard
« Managing Users and Organizations
« Managing Tickets
«  Managing Knowledgebase
« Managing Projects
« Managing Staff Time Sheets
- Managing Calendars
+  Appendix 1 - Field Types in Custom Forms and Custom Lists

+  Appendix 2 - Ticket Priorities

- Appendix 3 - How charging works in Service Desk

1.1 Quick Start

This tutorial explains how Comodo One administrators can configure Service Desk to manage their support ticketing
infrastructure. The guide covers basic setup, user groups, staff, ticket routing, ticket categories, custom forms and
the knowledge-base.

- Step 1-Login to the admin console
+ Step 2 - Create new user roles (optional)
- Step 3 - Create new departments (optional)
+ Step 4 - Add new support staff
+  Step 5 - Add ticket categories
«  Step 6 - Enroll users
- Step 7 - Create new customers and assign users to customers
+  Step 8 - Create service contract for customers
«  Step 9 - Manage tickets
- Step 10 - Manage the Knowledgebase
+  Step 11 - Access control settings
+  Step 12 - Configure auto-response emails
+  Step 13 - View reports
Step 1 - Login to the admin console

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 6
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To access the Service Desk Module, login to C1 with your user name and password at
https://one.comodo.com/app/login

Great to have you
back!

Password

Remember Me Forgot password?

+  Once logged-in, click 'Licensed Applications' at the top then 'Service Desk'

By default, Service Desk will open at 'Staff Panel' > 'Open Tickets'. You can switch between the staff panel and the
admin panel by clicking the link at the bottom of the left menu:

ADMIN PANEL @

Admins can also setup two-factor authentication of users for additional login security. See Setting up Two-Factor
Login Authentication in the C1 admin guide for help with this.

Step 2 - Create new user roles (optional)
Click 'Admin Panel' > 'Staff' > 'Roles'

+  Roles determine the permissions and access rights that staff members have within the Service Desk
interface.

+  You can add new roles and change the role of a staff member at any time, so you may skip this step for
now if required.

«  However, before adding new support staff members, you may wish to create custom roles for them.
Service desk inherits three roles from Comodo One:

«  Account Administrator
+  Administrator
«  Technician
- Staff members added through C1 are imported into Service Desk with the role assigned to them in C1. You

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 7


https://help.comodo.com/topic-289-1-716-11276-Setting-up-Two-Factor-Login-Authentication.html
https://help.comodo.com/topic-289-1-716-11276-Setting-up-Two-Factor-Login-Authentication.html
https://one.comodo.com/app/login

Creating Trust Online®

Comodo One - Service Desk -_’Ag_miﬁist’r’é'tﬁtifr_fég}c—i'é coMOoDO

/
el /

f

can change this role as required.
+  You can assign one of the default '‘Administrator' or ‘Technician' roles to your new Service Desk staff.
+  You can also create custom named roles with different permissions:
Create a new role

«  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Roles'
+  Click 'Add New Role' at the top:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 8
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= Service Desk > Staff > Roles

User Roles

(¥) Add %\r Role

| ROLE NAME 3 STATUS = MEMBERS 3 DEPARTMENTS =
Account Admin Active 1 3
Admin Active 0 3
Technician Active 1 3
— -
W
Add New Role

Role Information: Disabled role will limit staff members access. Admins are exempted.

Mame: *

Status: @ Active

Group Permissions: Applies to all group members

Admin Panel Staff Panel
v Dashboard v Settings v Manage
Dashboard Company Ticket Categories
Notifications System Ticket Filters
Tickets SLA Plans
M users B APIKeys
Emails Pages
Access Control Settings Forms
Knowledgebase Lists
I Autoresponder I Assets
Alerts & Notices Materials
Charging
v Emails Time Sheets v Staff
Emails I staff Members
Banlist Roles
Templates Departments
I piagnostic B Timesheet Templates
B material Approval
"] Announcements v [ Reports v [ Finance

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 9
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+  Enter the name for your new role and specify the permissions that should apply to its members in the
'Admin Panel' and 'Staff Panel' tabs.

«  The 'Department Access' section allows you choose which departments can be accessed by members with
this role.

+  Add admin notes if required then click 'Create Role' to add your new role

«  The new role is listed in the 'User Role' interface and can be applied to new staff members at any time.
Step 3 - Create new departments (optional)
Click 'Admin Panel' > 'Staff' > 'Departments

«  Service Desk ships with three default departments:

- Maintenance
«  Support (default)
. Sales

« Al new staff are initially assigned to the default, 'Support' department. You can change the default
department at anytime in 'System Settings & Preferences' (‘Admin Panel' > 'Settings' > 'System')

+  Tickets are also assigned to the default department if they are not already routed to a different
department. Tickets can be re-routed by a ticket category, by incoming email settings, or by ticket
filter settings. See 'Ticket Settings and Options' for more details.

«  You can create additional departments based on your requirements. For example, a department called
'‘Computer Maintenance' could be populated with staff who have the required skill set to deal with such
tickets. Ticket Categories and Ticket Filters can be configured to route new tickets to staff members in the
appropriate department.

Create new departments
+  Open the 'Admin Panel' (see last link on the left)
+  Click 'Staff' > 'Departments' in the left-hand menu
«  Click the 'Add New Department' link:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 10
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Department

Add New Department

Department Information

Nama: *

Type: ® Public Private (Internal)

SLA — System Default — =
Manager: — Mone — v
Quote: Enables or disables to open quote

Ticket Assignment Restrict ticket assignment to department members

Qutgoing Email Settings

Outgaing Email: — System Default —

Template Set — System Default — v

Autoresponder Settings:

New Ticket Disable for this Department

New Message: Disable for this Department

Auto-Response Department Email v
Email

Alerts & Notices:

Recipiants Department and Group members v

Role Access: Check all roles allowed to access this department.

Account Admin (1)
Adrmin (1)
Technician ()

Technician Org 1{2)

Department Signature:

«  Create a label for your new department. This is the minimum required to create a department to which staff
can be assigned. You can accept the rest of the default settings and properly configure the department later
if you wish.

Select whether the department should be 'Public’ or 'Private'.

'Public’ - Users can submit support tickets to public departments. Users can view the assigned

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. "
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department in the client portal.

'Private’ - Users can submit support tickets to private departments, but cannot view the assigned
department in the client portal. The department signature is not shown in email replies.

+  SLA - Select the Service Level Agreement (SLA) for the tickets routed to this department.

+  Outgoing Email Settings - Select the outgoing email address and email template set that should be used
for this department's replies to users in response to their tickets. See Email Addresses and Email
Templates to read more.

« Autoresponder Settings - Configure auto-response emails sent to users whose tickets are assigned to
this department. See 'Autoresponder’ for more details.

«  Alerts & Notices -Select the recipients to whom alerts are sent. See 'Alerts & Notices' for more details.

- Role Access - Select the roles so that the staff with those roles can access the tickets assigned to the
department, and to participate in departmental activity.

Step 4 - Add new support staff

The next step is to add new staff members. Staff are the personnel who will respond to support tickets from end-
users.

+  You can add staff in the Comodo One (C1) portal at https://one.comodo.com/appl/login:

+  Click 'Management' > 'Staff' > '+ New Staff' in the Comodo One interface.

- Staff created in C1 are available in Service Desk and all other C1 products (Endpoint Manager,
Quote Manager etc).

- Staff created in C1 are assigned to the 'default department' in Service Desk. You can assign staff to
different departments as required.

«  There are two types of roles - Service Desk roles and Comodo One roles.
«  Staff will initially be given the same role in Service Desk as they have in C1.
«  You can change this role in Service Desk at any time.
«  The role you assign to them in Service Desk will not affect their role in C1.
+  Click 'Management' > 'Staff' > '+ New Staff' in the Comodo One interface to get started:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 12


https://one.comodo.com/app/login

Comodo One - Service Desk - Agjmiﬁist"af6_f__é___:a"é COMODO

Creating Trust Online®

COMODOD

On’Em : APPLICATIONS ~ aﬂ MANAGEMENT ~ E REPQ

g ENROLL NEW DEYICE

q Staff

Customer: All foles

Account
Applications

Audit Logs

Comodo One > Management » Staff

Staf u
Name = Email = Verified = Role = Two-Factor Authenti...
ACME Corp mmoxford@yahoo.com v ] Admin
Road Runner ftinlizzie@yahoo.com v ] Admin
Wile E Coyote coyoteewile@yahoo.co... o. Account Admin
Steam Ship ssgalia@yahoo.com Q. Technician
Cheff sumeetdomestic@gm... Q Technician
1-5of 5 items < Prev - Next > 1 |71

+  Click 'New Staff' at the top.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 13
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Comodo One > Management > Staff

Staf

Name = Email = Verified = Role =

ACME Corp mmoxford@yahoo.com o Admin

Mame * ‘

Email *

Role *

Select Role...

Select Role...

Adrnin

Technician

5D Role

Note: Staff with 'Admin’ privileges can only be added by the account administrator.

- Name - First and last name admin/staff member.

- Email - The email address of the admin/staff member. The verification email for the admin/staff to
activate their account will be sent to this email address.

+  Role - Select the role of the admin/ staff from the drop down. You can always change this later if
required.

«  Click the 'Save' button.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 14



Creating Trust Online®

Comodo One - Service Desk AdmmrstraforGuIée COMODO

/
el /

f

Msp staff is created successfully.
+  Click 'OK'

A confirmation mail is sent to the user containing an account verification link. Users will click the link to verify their
account then create a Service Desk password.

Change staff role and department
«  Open the 'Admin panel' in Service Desk (see last link on the left)
+  Click 'Staff' on the left then choose 'Staff Members'
+  Click the name of the staff member.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 15
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= Comodo One » Service Desk » Staff » Staff Members

Staff Account

Update Staff

User Information

Username: ssgalia@yahoo.com

Staff Name: Steam Ship

Email Address: ssgalia@yahoo.com

Role: Technician n
Department: System Default — ( Support ) e
Phone Number: Ext

Mobile Mumber:

Staff's Signature: Optional signature used on outgoing emails.

Signature is made available as a choice, on ticket reply.

The 'Update Staff' screen allows you to edit staff details:

+  Role - Service Desk role, as inherited from Comodo One.
+  Select a new role if required from the drop-down.
+  Click 'Admin Panel' > 'Staff' > 'Roles' to view and configure roles.

+  Department - The department to which the staff member belongs.
+  Staff members are initially added to the department set as 'System Default' in Service Desk.
«  Select a new department for the staff member if required.
+  Click 'Admin Panel' > 'Staff' > 'Departments' to view, add and edit departments.

+  Click 'Save Changes' to update the staff member details.

Step 5 - Add ticket categories

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 16



Creating Trust Online®

Comodo One - Service Desk AdmmrstraforGuIée COMODO

/
el /

f

Click 'Admin Panel' > 'Manage' > 'Ticket Categories'

+  Ticket categories are support topics that are presented to users so they can more easily choose the area
with which they need help. For example, your portal might have a menu which says 'Please choose the
area we can help you with', and offer categories such as 'Billing', 'Account Changes', 'Technical Support',
and so forth.

+  You can associate a ticket category with a custom form to gather more targeted information from a user. For
example, you may need different information from a user if they need help with an account question than
you would if they have a problem with their printer.

+  Ticket categories can be used to route tickets to a particular department or staff member if required. You

can also create custom auto-responders and thank-you pages based on the ticket category chosen by your
user.

Add a new ticket category
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Ticket Categories'
+  Click 'Add New Category'
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Ticket Categories®
() asa Mﬁ:.mw?

CATEGORY = STAGES STATUS

Add New Category

Category Information

Category: *
Stabus: * = Active Dizabled

Type: * = Public Privatle/Intema
Parent Category. *

— Top-Level Categary — -

Mew ticket options

Cusiom Forrm: * — Lise Parent Form — =

Thank-yau Paga

AUto-respoOnseE. = Disable new tickat auto-response

Ticket Process Options

Tickat Stages:

Stage Transfer Email: * Default Email Templates (HTM

Ticket stages

Category information

Category: Enter a unique name for the ticket category. This should be a support topic that you want to
present to end-users for selection. For example, 'Billing Inquiries', "Technical Support', 'Printer Issue', etc.

Status: Choose whether the ticket category is active or not. Users and staff can only create tickets in active
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help categories. You can change the status at any time in the 'Ticket Categories' screen:

+  Click 'Admin Panel' > 'Manage' > 'Ticket Categories'

«  Select a category using the check-boxes on the left

+  Use the 'Enable'/ 'Disable' buttons above the table to active or deactivate the category.
«  Type: Choose whether the category is visible to end-users or only available to staff.

+  Public - The category is published to your customer-facing portal for users to select when they create a
ticket. It is also available to staff to choose when they create a ticket.

«  Private / Internal - The category is only available to staff. Staff can choose this category when creating
a ticket in the staff panel.

«  Parent Category: (optional). Choose a master category for this topic. Choosing a parent means this
category becomes a child, or sub-section, of the parent. For example, 'Hardware Issues' could be your
parent category, and 'Printer Issues' your sub-category.

New ticket options

+  Custom Form: Choose the form that is presented to users if they pick this support category. Custom forms
allow you to collect targeted information from a user about specific problems.

For example, the information you need to collect from a customer about a billing issue is likely to be
different to the information you need for a printer issue.

+  Click 'Admin Panel' > 'Manage' > 'Forms' to view, edit and create custom forms.

+  See Forms if you want to learn more about forms

«  Thank-You Page: Choose the confirmation page that users see after submitting a ticket in this category.
The page is shown to guest users only.

«  See Company profile and support portal settings for help to customize your support portal pages.

+  Auto-response: Choose whether to send a confirmation email to the user after they submit a ticket to this
category. This setting over-rules global and department-level auto-responder settings.

- See Autoresponder Settings for more.
Ticket process options

- Enable ticket stage alerts: Sends a notification to the user when the ticket moves from one stage to the
next. This setting only applies to multi-stage tickets.

+  Stage Transfer Email: Select the template you want to use for the stage transfer email.

«  The item you select here is a template 'set' rather than just an individual mail.
+  You can view and edit the content of the individual mail as follows:
+  Click 'Admin Panel' > 'Emails' > "Templates'
+  Click on 'Default Email Templates (System Default)'
+  Scroll to the 'End User Templates' section.
+  Click on the 'Ticket Stage Template'
- Edit the content as required
+  See Email Templates if you want more help with email templates.

Ticket stages

+  You can setup category tickets to have a single stage, or multiple stages. Multi-stage tickets let you create a
'step-by-step' process to resolve specific types of issue. Each stage defines the department, priority, SLA
and assignee of the ticket.

+  Forexample, an issue with your website might first go to the support department for verification then onto
the web-dev dept. to deploy the fix. The ticket transitions to the appropriate department/staff member at the
end of each stage.

Click the 'Stage' stripe to add/edit the following settings:
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«  Stage Name: Create a label for the ticket stage
«  Department: The department to which the ticket is assigned at this stage.

- Priority: Severity of the ticket at this stage. The options are Low, Normal, High and Critical. Please note
that staff attending to the ticket can change the priority. See Appendix 2 - Ticket Priorities for general
guidance on priority levels.

«  SLA Plan: The service level agreement which applies to the ticket at this stage.

+  Auto-assign To: The staff member to whom the ticket should be assigned at this stage. The assignee can
re-assign the ticket to another staff member if required.

«  Admin Notes: Add comments about the category. These are internal and not visible in the client portal.
Click 'Add Stage', to create a new stage for the ticket category
+  Click the 'Add Category' button to save the category

The ticket category will be visible in the support portal if it is 'Public' and users can select it at the time of ticket
creation. Ticket categories that are 'Private’ are visible to admins/staff members only. See 'Ticket Categories' for
more details.

Step 6 - Enroll users
Click > 'Staff Panel' > 'Users' > 'User Directory'

«  'Users' are the individuals who submit tickets to your support team. They can submit tickets via your support
center, by email, or direct from an Endpoint Manager device.

«  New users can self-enroll then submit tickets at your customer facing client portal

+  Your client portal URL has the format https://company-name.servicedesk.comodo.com.
«  Users that self-enroll will be sent an account activation mail
«  Admins can also manually enroll new users:

+  Click 'Staff Panel' > 'Users' > 'User Directory' > 'Add New User' OR 'Import'
« Al users, regardless of enrollment method, can be added to a customer as explained in step 7.

+  You can set the default registration method for manually enrolled users in 'Admin Panel' > 'Settings' >
'Users'. See User Registration Settings for more details.

Enroll new users
+  You can add users individually or import them from a .csv file.
+  Users must be registered in order for them to login Service Desk to create and track tickets.
+ You can assign users to customers in the '‘Customers' screen ('Staff Panel' > 'Users' > 'Customers)).
+  Add individual users
+ Import users from .csv
Add individual users
«  Open the 'Staff Panel'
+  Click 'Users' > 'User Directory'
+  Click the 'Add New User' link:
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User Directory

@ Add New User a Import .“.'{. Export to CSV

NAME = EMAIL =

Create New User

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Notes:

Register with Default Settings
Default timezone: GMT -5.00 - Eastern Time (US & Canada), Bogota, Lima

The fields available in the form shown above are fetched from the built-in contact information. Contact information
can be configured in 'Admin Panel' > 'Manage' > 'Forms' > 'Contact Information'. See 'Forms' for more details.

Email Address: Enter the email address of the user. After registration, this email address acts as their username to
log into your support portal.

Full Name: Enter the user's first and last names.
Phone Number: Enter the user's contact number.
Internal Notes: Type any remarks you feel you need to add about the user.

Register with Default Settings: Enable to enroll the user with the default registration method. Disable to register
with a different method.

+  You can view/change the default registration method at 'Admin Panel' > 'Settings' > 'Users'. See User
Registration Settings if you need more help with this.

It may be 'Register users manually', 'Register users with an activation mail', or 'Register with a temporary
password'.
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Register with Default Settings

@ Register users manually
Register with activation email

Register with a temporary password

Default User Timezone: GMT 5.30 - India, Sri Lanka A

+ Register users manually - The user is initially added a guest and needs to be manually registered
afterwards. You can register a guest as follows:

«  Click 'Users' > 'User Directory' > click on the name of the guest > Click the 'Register' button
«  See Register a user for more details.

+ Register with activation email - The user is initially added as a guest and sent a mail which contains a link
to register their account.

«  The link leads to your support web portal where the user will create a password and so register their
account. After registration, the user can login and manage/view their tickets.

+ Register with a temporary password - Create a temporary account password which registers the user
immediately.

+  You need to send the password and URL of your support portal to the user. This allows them to login
and manage their tickets.

«  'Require password change on first login' - Enable to force the user to create a new password after first
login (recommended):

»  Default User Timezone - Select the time zone to which the user belongs from the drop-down
+  Click 'Add User'.

The user is added as a guest or registered user depending on the registration method. Once registered, you can
manage their account and assign them to a customer company.

Import users
+  Open the 'Staff Panel' if it isn't open already (last link in the left-hand menu)
+  Click 'Users'
+  Click 'Import' at the top
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User Directory

() Add New Use @ » Export to CSV

Import Users

Copy Paste Upload

Name and Email

Enter one name and email address per line.To import more other fields, use the
Upload tab. f

e.g. John Doe, john.doe@your-server.com

There are two ways to import users:
1. Copy Paste - Import users with name and email address only.

+  Enter the user's full name, followed by a comma, then their email address.

« Add more users in subsequent lines.

+  Click Import Users' to add the users as guests.
2. Upload - Import users from a .csv file. More details can be added about a user with this method.

. ﬁrezte a .csv file of users that you want to import. The file should have the following column
eaders:

Email,Name,Phone,Notes,"Customer ID (Optional)
«  Each line should contain the contact information of a single user

«  Save the .csv, then click '‘Browse' to upload the file to Service Desk:
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Import Users

Copy Paste Upload

Import a CSV File

Use the columns shown in the table below. To add more fields, visit the Admin Panel -=
Manage -> Forms -> Contact Information page to edit the available fields.Only fields
with ‘variable” defined can be imported.

¥ Example CSV File

Organization ID

Email Name Phone MNotes (Optional) |

john.doe@your-server.com John Doe

Browse... | No file selected.

Tip : Click 'Example CSV File' to download a sample file.

Depending on your settings, imported users will be added as guests, or their account activation started.

You can configure default registration settings in ‘Admin Panel' > 'Settings' > 'Users'. See User Registration
Settings if you need further help with this.

Step 7 - Create new customers and assign users to customers

«  Acustomer is an organization, usually a company or business from whom you will accept tickets. 'Users'
are the people who actually submit the tickets.

«  You can assign users to a customer in the 'User Directory' interface.
There are two options to add a customer:
«  Create a customer in the Comodo One Interface (preferred)

Customers added to C1 are fully managed, which means they are also available in other C1 modules
(Endpoint Manager, CRM, Quote Manager etc.).

+  Click 'Management' > 'Customer' > 'New Customer' to create a customer in C1.
+  Create a customer in Service Desk.

Customers added directly to Service Desk are 'standalone’ customers. They are not visible in C1 nor
available to other C1 modules.
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«  Click 'Staff Panel', > 'Users' > 'Customers' > 'Add New Customer' to add a customer to Service
Desk.

You can also create a new customer directly from a user's details screen.
Add a new customer
+ Add a customer in the C1 interface
+ Add a stand-alone customer in Service Desk

Add a customer in the C1 interface

Note: Only C1 MSP users can add multiple customers. C1 Enterprise users can add standalone customers in the
SD interface.

+ Log in at https://lone.comodo.com/app/login.
+  Click 'Management' > '‘Customer'
+  The interface shows any existing customers added to Comodo One:

cCoMODO

Oh’Em ®:: APPLICATIONS v "¢y MANAGEMENT ~ [ REPORTS

Comodo One > Management » Staff Customers

Staff + New Staff Roles

Account
Applications

Audit Logs

Comodo One * Management » Customers

Customers 4

Name = Contact Email = Address = Postal Code Description =
ACME Corp coyoteewile@yzhoo.co... Enterprise
Dithers Company avantistude@gmail.com Dithers Construction C...

1-2of2items < Pray - Mext = 1 |/

«  Click the 'New Customer' button:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 25


https://one.comodo.com/app/login

Creating Trust Online®

Comodo One - Service Desk -___Ag_miﬁist'f'é'ft_j__r_fé_é}c—ie coMOoDO

/

cCOoMODOD

ONC = 213 APPLICATIONS ~ “f%5 MANAGEMENT ~ B REP

Comodo One > Management » Customers

Name = Address = Postal C

ACME Corp

Dithers Combany

New Customer

Mame *

Contact Email *

Address * i

Postal Code *

Description

Cancel

+  Complete all mandatory fields then click 'Save'.
+  Click the 'Customers' button in the main navigation to view your new customer.
Add a standalone customer to Service Desk

«  Click 'Staff Panel' > 'Users' > 'Customers'
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USTOMER ID NAME = USERS % CREATED

frontfork 1 04/30/72

Add New Customer

1 Complete the form below to add a new customer.

Create New Customer: Details on customer.

MName: *
Web Domain: *

Address:

Phone: Ext: |
Website:

Internal Notes:

+  Name: Enter a label for the customer company.
«  Web Domain: Enter the name of the email domain used for employees of the company.

«  Service Desk creates two new users with email addresses in this domain - ‘Monitor Agent' and
'Patch Management Agent'. These accounts are used to receive automatically generated
tickets from Endpoint Manager.

«  They also assign to the customer any guests who submit tickets from an email at their
domain.

+  Address and Phone: Contact details of the company.
«  Website: URL of the customer's public-facing / marketing website.
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« Internal Notes: Enter any comments about the customer.
+  Click 'Add Customer' after completing the form.
Staff can now configure customer settings, users and billing rates. See 'Manage Customers' later in this guide for
help with this.
Assign users to a customer
«  Open the 'Staff Panel'
+  Click 'Users' > 'User Directory'
+  Click on the name of a user to open their details page.
+  Click the 'Add Customer ' link as shown:
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‘ = Service Desk »Users » User Directory

User Page

Alexander Dagwood

Name: (2 Alexander Dagwood Status : Locked (Pendir

Email : hertriumph@gmail.com Created : 04/25/2016 1

Updated : 02/25/2019
Customer: AddcC ﬁtomer

r 1
Customer for Alexander Dagwood

User Tic

-
E 1 Search existing customers.

Search by name

Create New Customer: Details on customer.

Mame: *

Web Domain: *

Address:

Phone: Ext:

Website:

Intarnal Mntas:

Add Customer

You can assign the user to an existing customer or to a new customer

« Add user to an existing customer - Type the first few letters of the customer name in the search field.
Select from the suggestions.

A confirmation appears after choosing the customer:
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Customer for Alexander Dagwood

]
1  Search existing customers.

Search DY name

=.= Dithers Construction Company

Customer Information

| Web Domain: dithercons.com
Address:

Phone:

v

|

Website:

«  Click 'Continue'.
The user will be added to the customer.
«  Alternatively, complete all fields to create a new customer, then click 'Add Customer";
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Customer for Alexander Dagwood

Wy
-
1  Search existing customers.
Search by name
! L
|
Create New Customer: Details on customer.
Mame: *
Web Domain: *
Address:
|
i
Phone: Ext:
Website:
L

Intarnal Notag-

+  See Manage Customers if you need help to create a new customer.
+  Click 'Add Customer'
The new customer and user are added to Service Desk.

Step 8 - Create service contracts for customers
Click 'Admin Panel' > 'Finance' > 'Contracts'

Contract - An agreement between you and a customer which specifies the charges you will levy for your services
over a billing cycle.

You can configure the following in a Service Desk contract:

- Contract Fee (optional). Afixed charge for a billing cycle (weekly, bi-weekly, monthly or annual). The
contract fee is always charged on top of any charging plans and/or global asset rates.

+  Prepaid Hours (optional). The number of hours your company will provide at no charge under the contract
fee. You can set different pre-paid hours for each type of service (telephone, remote, on-site). If the time
spent exceeds the pre-paid hours, then only the excess time is subject to charge.

«  Charging plan (optional). A template you can add to a contract which lets you define custom hourly rates
for your services. Charging plan rates are only applied after prepaid hours have been used. You can add
the following to a charging plan:

+  Default Hourly Rate (mandatory). Hourly charge applied to work not covered by a variable rate.
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« Variable Rates (optional). Special rates for specific types of work. For example, you might want to
charge a different rate for on-site visits, or for work on a specific asset, or for work that exceeds a
certain length of time.

+  Global Asset Rates (‘Admin Panel' > 'Manage' > 'Charging' > 'Default Charging') - While not part of a
contract, per se, you should still consider global asset rates. Asset rates specify charges for work on items
like workstations, servers, printers, routers etc. Global asset rates are only charged when prepaid hours
and charging plans have been processed. For more details on global asset rates, see Default Charging
Plan in Manage Charging Plans.

+  See Appendix 3 - How Charging Works in Service Desk to read more on how charges are calculated for
customers, based on contracts and charging plans.

«  For more details on service contracts, see 'Manage Contracts'.
Create a contract:

+  Open 'Admin Panel' > 'Finance' > 'Contracts'

+  Click 'Add Contract' at the top of the 'Contracts' interface
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New Contract

General Information

Contract Name: *

Customer: * — Select Customer —

Contract Details:

Start Date; *

End Date; *

Contract Parameters

Fee:
Billing Period: Monthly M
Unused Hours: Don't Carry Forward v

Prepaid Hours will be calculated according to the number written on the field next to service types.

Prepaid Hours: Unlimited

Distribute prepaid hours to service types

Onsite:
Remuote:

Telephone:

Charging Method

Charging: Default Charging v B Notnow

There are three main sections in the new contract form:
1. General Information

- Contract Name - Label to identify the contract
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«  Company - The customer organization to whom the contract applies
«  Contract Details - Brief description of the contract
- Start Date - The date from which the contract is effective
«  End Date - The date the contract expires
2. Contract Parameters

Fee - Afixed charge billed to the customer for the services you provide. The billing cycle determines how often the
fee is charged.

«  This fee will always be charged, regardless of other charges in charging plans and global asset rates.

+  You may wish to set a fee then use 'Prepaid Hours' to specify the amount of work that will be covered by the
fee.

« Ifno fee is specified, then charges for service sessions are calculated from other parameters in the
contract.

Billing Period - How often the total charges in the contract will be billed to the customer

«  Weekly

«  Bi-Weekly
« Monthly

+  Yearly

Unused Hours - Choose whether or not any remaining pre-paid hours at the end of a billing cycle are carried over to
the next cycle. Hours that are carried forward will be added to the pre-paid hours of the same service type in the next
billing cycle.

Prepaid Hours - Hours worked by your staff during this period that will not be charged to the customer.
You have the option to spread prepaid hours over different services types - 'Onsite’, 'Remote’ and "Telephone'.

Unlimited - You will not charge a fee for any hours worked by your staff on this service type.
Prepaid Hours will be calculated according to the number written on the field next to service types.

Prepaid Hours: Unlimited

Distribute prepaid hours to service types

onsite:
Remaote:

Telephone:

«  Prepaid Hours - Total hours you want to provide for the contract fee. Your customer can spend
these hours on support of any type.
+  Unlimited - Provide support of any type for free for the full billing period

OR

- Distribute prepaid hours to service types - Specify pre-paid hours for individual service types.
+  Unlimited - Provide support of a specific type for free for the full billing period

3. Charging Method
Specify a charging plan for the contract.

Charging plans are templates which let you specify custom hourly rates for your services.
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+  Click 'Admin Panel' > 'Manage' > 'Charging' to create a custom charging plan. See Manage Charging
Plans if you need more help with this.

Charging plan rates are only applied after prepaid hours have been used.
«  Charging - Select the plan you want to add to the contract from the drop-down.
+  Default Charging - A plan which charges the global asset rates.
+  Not Now - disable charging plans on this contract.

Click 'Save' to apply the contract to the customer.

Step 9 - Manage tickets
-
H ' ST 1 H H H .
Click 'Staff Panel' > 'Tickets' to view tickets sent in by users:
-
Service Desk = Comeoso One » Service Desk » Tiokets » Open
DASHEQARD
Open Tickets
o .
' L Re—— . = =
3 noeers . & Bow St 5
Hrva Tickomt
LAST UPDIATE OEVICE ALEIGNID
O TRKETe s BUBJECT § FROM & FRIRITY 8 Lo Toe ORGANIZETION &
Wy Tickmis (3}
Unassigned {317}
| L Jeatr] D1 42078 1263 pm Proside socess to dome rertional services  Mormal fronttork
Angeered (D)
vtk (1) ] [ 5] 021472078 1148 am Service required for primer region Mormal tronttork
Cleed (0 | D 142018 11 20am  Gervevat the thid party Bailistushe Hormal DESHTOP-DECSY.L
Paasmel 1)
Materials | D9/ 1472018 %47 arm Sucared Monitor [Sspicow . wwtiatuds Hormal DESHTOP-DECSY.L
Schackied {1) m| 151 4200 S o Seond Maonkor [Suspicious .. feentstude Hoemal DESKTOR-DEGEY.LI
FRGWLERSGERASE m| 150 42070 539 o Seond Maonkor [Suspicious .. feentstude Hoemal DESKTOR-DEGEY.LI
MY TIME SHEETS m| 345 D91 472078 5:38 e Sesored Monitor [Susgicios . Aemdistude Hermal DESKTOR DECEY.LI
CALEMBARS m| 385 D9/ 1472078 537 Sesored Monitor [Susgicios . Aemdistude Hermal DESKTOR DECEY.LI
| D 1472078 5:37 s Secon Monkor [Suspicious  fsrtishide Hormal DESKTOP-DECSV.)
PROUECTE

+  Use the menu on the left to filter tickets by status. Filters include 'Open’, 'Answered', 'Unassigned’, "My
tickets', 'Overdue', 'Closed' and 'Paused'. You can customize the columns shown in each view. See
‘Manage Tickets' to find out more.

+  Click any ticket number to open the ticket's detail page.
+  The details page lets you view ticket history, reply to the ticket, reassign it, add materials, and more.
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= Comodo One » Service Desk > Tickets > Open

System going sluggish #765
= | screciie || @rrocess Jf ndduteil | @ceim Jf e soacte Jf nore- |
Reporter: Greg Wonderland

Ticket Information ~
Priority: Normal User: @Greg Wonderland (s)~
Department: Maintenance Email: teleramabw(@gmail.com
Create Date: Tue, Feb 13 2018 4:50 pm Organization: Dithers Construction Company
Device Name: - Phone: -
Assigned To: Coyote Source: Web (182.74.23.22)
SLA Plan: Default SLA (Active) Last Message: Tue, Feb 13 2018 4:50 pm
Due Date: Last Response: Wed, Feb 14 2018 2:39 pm
Asset Type: Workstation Ticket Type: Problem
Ticket Type Sub Cate... Slow First Reply: NaN.NaM.NaN 12:NaN am

«  The structure of your tickets can be customized as required in 'Admin Panel' > 'Settings' > 'Tickets'. See
'Ticket Settings and Options' for help with this.

Step 10 - Manage Knowledgebase
The 'Knowledgebase' allows you to:

«  Create a set of FAQs which will be shown on your support portal to help users find answers to common
problems.

Create FAQ categories. FAQs must be placed in a category. For example, you can create a category called
'Hardware' and place all hardware related FAQs in it.

«  Create canned responses. Canned responses are pieces of text which can be quickly pasted into ticket
replies.

Click 'Staff Panel' > 'Knowledgebase' to open the interface.

= Comodo One * Sorvice Desk » Knowledgebase » FAGs

Frequently Asked Questions

all Catagaries L
All Grganizations
all Assets

Click on a category to add new FAQs or manage its existing FAGQs.

To publish an FAQ to the customer-facing web interface you need a public FAQ inside a public category:
1. Create an FAQ category.
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+ Individual FAQs must be assigned to a category.

+  Go to 'Staff Panel' > 'Knowledgebase' > 'Categories' to view and edit available categories.
I no suitable categories exist for your FAQ then you should create one.

«  Make sure the category type is set to 'Public'.

2. Create your FAQ
+  Go to 'Staff Panel' > 'Knowledgebase' > 'FAQs' > Click the category to which you wish you add your
FAQ

+  Click 'Add New FAQ' and write your FAQ into the form
«  Select 'Public' as the 'Listing Type'
+  Click 'Add FAQ' to publish to the customer portal.

See 'Manage Knowledgebase' for further help.

Step 11 - Access Control Settings

The 'Access Control Settings' interface lets you configure end-user authentication policy, system email templates
and registration page templates.

To open the interface:
«  Click 'Admin Panel' > 'Settings' > 'Access Control Settings'

_
= Comedo One » Service Desk » Settings » Access

Access Control Settings

Configure Access to this Help Desk

End User Authentication Settings

Registration Reguired: Require registration and kogin to create tickets

Registration Method: Public — Aryone can regisier

User Excessive Loging 4 v failed login attempt(s) allowed before a 9 v minute ock-out is enforoed.
Ugar Sezzion Timeoul 1]

Client Quick Access Resquire emad verification on "Check Ticket Status” page

Authentication and Registration Templates

For more details, see 'Access Control Settings'.
Step 12 - Configure auto-response emails

« 'Email Settings and Options' lets you select the default emails that will be sent as notifications to end-users.
Click 'Admin Panel' > 'Settings' > 'Emails' to view this interface

+ You can add and configure new emails in '‘Admin Panel' > 'Emails' > 'Emails'
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= Comodo One » Service Desk » Emails > Emaile

Email Addresses

() At Mirm Erras Show 10 records "

EMAIL & PRIORITY # DEPARTMENT 2 CREATED # LAST UPDATED %

< Frey 1 Mext

For more details, see 'Managing Emails'.

Step 13 - View reports
Click 'Admin Panel' > 'Reports' to open this interface
«  The reports area lets you generate on-demand reports on a variety of topics.
+  Reports can be exported to pdf or .csv and are available in the following categories:

- Time Log
«  Tickets
«  Assets

+  Service Types
«  Department Tickets
«  Agents (admins/staff members)
«  Users
+  Resource Appointments
'Cost' and 'Contract' reports are available in a different area:
+  Click 'Finance' > 'Cost' in the left-hand menu
«  Select 'Cost by Customers' or 'Cost by Contracts' in 'Report Type' to generate the type of report you require.
Additional information:

+ You can generate targeted reports by adding filters. Filters include date range, customer, department,
agent, ticket status, asset type and much more.

+ You can also set up scheduled reports which are automatically generated at a specific time and sent to
recipients of your choice.

1.2 Login to the Service Desk Module

+  First, login to Comodo One (C1) at https://one.comodo.com/app/login
+  Click 'Applications' > 'Service Desk' in the C1 interface:
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COMODOD

ONC = HI APPLICATIONS v % MANAGEMENT - B RE

g ENROLL NEW DEVICE IT and Security Manager

RMIM

Customer: All Patch Management

Device Management
.
Procedures
® High Priority

Dome Shield

CRM

cWatch

Dome Secure Web Gateway
Quote Manager

All Applications

Note 1: Admins can also setup two-authentication of users for additional login security. This can be enabled in the
Comodo One application through '‘Management' > 'Account' > 'Account Security Details' tab. See 10.3.Setting up
Two-Factor Login Authentication in the C1 admin guide for help with this.

Note 2: You can also set Service Desk as your default page after you login to C1 at one.comodo.com.
To set Service Desk as your default page:

+  Open the C1 interface

+  Click your username at top-right then click 'Settings'

+  Select 'Set Service Desk as login Page' in the '‘Comodo One Login Page' section

+  Click 'Save changes'

2  Service Desk Admin Panel

The admin panel is Service Desk's command-and-control center, giving you an immediate overview of ticket statuses
and letting you quickly configure settings, alerts, ticket categories, filters, reports, SLA plans and more.

Note: The admin panel is also available to staff members if they have the appropriate privileges. See Staff Roles
for more details.
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Once logged-in, administrators can navigate to different areas of the console by clicking the options on the left of the
interface. Tool tips with guidance are available for most features.

Main Functional Areas

« Dashboard - A graphical summary of ticket activity. The dashboard shows tickets per-department and
shows the statuses of tickets. The 'Notifications' screen displays alerts for new tickets and for ticket
assignments. See Admin Panel Dashboard for more details.

«  Settings - Configure settings for various components such as emails, tickets, knowledgebase, access,
auto-responder, alerts & notices and more. See Service Desk Configuration for more details.

+  Manage - Allows admins to manage ticket categories, filters, custom forms, site pages, SLAs, AP keys,
custom lists, assets and materials. See Manage Service Desk Components for more details.

«  Emails - Manage auto-response mails that are sent to users and admins/staff members. Configure email
blacklists and manage email templates. See Manage Emails for details.

+  Time Sheets - Allows admins to review and approve or reject staff time sheets. Time sheets are completed
by staff members and detail the amount of time they spent on particular tickets. See 'Manage Time Sheets'
for more details.

+  Staff - Allows an administrator to manage staff members that provide support to users, create and manage
Roles and Departments and assign staff members to them. See Manage Staff for more details.

«  Announcements - Enables admins to manage announcement forms. Announcements are sent to staff
members that are subscribed to announcements. See Manage Announcements for more details.

+  Reports - Schedule and /or generate detailed reports for time log, cost, tickets, assets, queue, agents
(admins/staff members) and users. See Generate Reports for more details.

+  Finance - Allows the administrator to manage cost and contracts
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Various interfaces display a tool tip button “ beside the features. Clicking on this button will display the
summarized help content regarding the feature. To close the screen, click the = button at top right or click anywhere
in the screen.

To toggle between the Admin Panel and Staff Panel, click the Panel tab on the left of the interface.

2.1 Admin Panel Dashboard

Click 'Admin Panel' > 'Dashboard'

The charts and graphs in the admin panel dashboard give you a heads-up on overall ticket activity on your account.
The 'Statistics' section shows activity by department, ticket category, staff member and more. Admins can also view
time spent on ticket related activities and a list of alerts and notifications sent to staff members.
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= Lomeds One » Servies Dest > Dashibeand » Dashboard
B8 DASHBOARD ~
o Ticket Activity o
Matifications Open Tickets Tickets Coming Due
£} SETTINGS
5 MANAGE
EMAILS
TH TIME SHEETS
& STAFF

T ANNOUNCEMENTS

REPORTS
FINANCE
O Mew(7) © Due Taday 1)
iy STAFF PANEL O Overdue (20) QO Due Tomarmow (1

) Weadling Custores (0 O Due Net 7 Dagys (1)

Select the slarling time and period for the system activity graph

) Repart timeframe: Last montt i ] pevied: LUip te oy E| group by: Dy Z|

@oresied  Biansiered  @resumed  Dessyned  @overdus  @oke

Statistics &
Department Taphes Staff Seuree Priarity My Hours

Total for period:

Maintenance

Created (337)
O Aasignad (0}
Overdue (22)

337 © Clozed (39)
© Reopened (292)
© Deleted (0)
©) Wamings ()

At the moment:

-

Maitenance 252 [
Salex [}
Suppart 0

Click the following links for more details:
«  View the Dashboard and Export Reports
« Alerts and Notifications
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2.1.1 View the Dashboard and Export Reports

Service Desk's powerful dashboard is the single pane of glass which allows you to easily monitor the status and
progress of tickets in your account.

The 'Admin' dashboard contains detailed statistics and charts about tickets for all clients.
The 'Staff' dashboard shows similar information but only for clients assigned to the staff member.
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= Comods One » Service Dest > Dashboand » Dashbaard
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- To view the Admin Dashboard, click the 'Dashboard tab' in the Admin Panel.
Ticket Activity

The upper pane of this section shows the total open tickets, a summary of pending tickets, and the number of tickets
that are due shortly. The system activity graph shows daily, weekly and monthly ticket activity. The lower pane
contains charts showing tickets by status, department, ticket category and more.

Open Tickets

The total number of unresolved tickets. The pie chart breaks this down into tickets that are yet to be attended (new),
overdue and awaiting customer response.

Open Tickets

+  Place your mouse on a sector to see the number of tickets in each category.
Ticket Coming Due

Aheads up on tickets that are due in the near future:

Tickets Coming Due

O Due Today (1)
3 Due Tormomros (0]

O Due Mesd F Days (1]

+  Place your mouse on a sector to see the number of tickets in each category.
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Ticket Activity - History

Line chart which shows a break-down of ticket statuses in your customers over-time. For example, the chart shows
how many tickets have a status of 'closed', 're-opened' or ‘assigned' at various points in time. You can select which
statuses are shown by clicking on the legend above the graph.

Select the starling time and period for the system activity graph

Repart trmeframe peicad: Ut todery graup k. Diary o
W orealed transferred W resumed sssgned  overdus  @icles

_..--"- __.--"- %
a R

By default, the graph shows details for the previous 30 days. Use the 'Report timeframe' options to change the time-
period. Click 'Refresh' to implement your changes.

Statistics

The statistics area shows details about for the full period since you started using Service Desk. You can view
statistics based on 'Department’, 'Ticket Category', 'Staff', 'Ticket Generation Source' and 'Priority".

The 'At the moment' graph at the bottom shows the number of tickets that are unassigned and paused depending on
the parameter selected. For example, if 'Source' is selected, the graph will display the number of tickets that are
unassigned and paused for each ticket source type. Sources include 'Email', 'Phone' and 'Other’.
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Department Toples Staff Source Pricrity My Howra
Total for period:
Maintenance
Created (337)
O Anaignaesd ()
Owerdue (22)
33? O Closed (39)
O Recpened (292)
O Delebed ()
O Waminga ()
At the moment:
-
@ Unassigned
Materance 352
Salex 0
Suppart 0

« 'Overdue' - tickets that have passed the grace period for a particular Service Level Agreement (SLA) plan.

«  'Warnings' - tickets that are configured to trigger warnings for a particular SLA plan.
«  The 'My Hours' tab shows stats on time spent on tickets by the currently logged-in administrator.
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Statistics
Department Topics Staff Source Priority @
Today total This week total
) Hours (3.23) () Hours (3.23)

Today billable This week billable

(O Houwrs (3.23) (O Hours (3.23)

Exporting Statistics to a CSV file

Click the 'Export' button at the bottom of the interface to download the 'Statistics' file in CSV format. This file can be
opened with applications such as Microsoft Excel or Open Office Calc. Please note this option is not available for "My
Hours' statistics.

2.1.2 View Alerts & Notifications

The 'Alerts & Notifications' interface shows alerts that were sent when a new ticket was created or assigned to a staff
member. Alerts are sent to users and agents if so configured in 'Settings' > 'Alerts & Notices'.

- To view details of alerts sent, click 'Dashboard' on the left then 'Notifications' in the Admin Panel
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Alerts & Motifications

Cashboand
From: owonzne  EE To.  penazos | i
SETTINGS
Agert — Al Agents — ~
MANAGE
EMAILE
Show 25 records w
TIME SHEETS
TYPE ¢ RECEWPIENT 2 TIME 2
STAFF
Mew Tickst Alert frantfork cherculespopular22Bgmail.com:s 07/ 16/2018 1020 am
ANNOUNCEMENTS
Mew Ticket Alart frantfark <herculespopular22gmail come- 0P8 10227 am
REPORTS
. Mew Ticket Alert frantfork <herculespopular22igmail com= 07/16/2018 1022 am
FINANCE Mew Ticket Alart frantfark <herculeapopular? 2@gmail come 071672018 10625 am
Mew Ticket Alert frantfork herculespopular22iigmail.com= 07/ 16/2018 1025 am
STAFF PANEL
Mew Ticket Alert frantfark <herculespopular? Xfgmall come= 07MES 2018 1026 am
Mew Ticket Alert frantfork <herculespopular22iigmail.com= 07/ 16/2018 1027 am
Mew Ticket Alert frontfork <sherculeapopular? 2fgmail come 07672018 1031 am

Clicking any column header sorts the item based on the alphabetical order of the entries in that column. You can
filter the items based on the period, staff and alert types.

- Tofilter the alerts based on the period, select the period by choosing the dates from the 'From' and 'To'
fields.

«  Tofilter the alerts based on the staff, select the staff from the Agent drop-down
« Tofilter the alerts based on the type, choose the type from the Type' drop-down.

The 'Show records' drop-down on the right allows you to select the number of entries to be displayed per page. The
options range from 10 records per page up to 100 records per page.
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2.2 Service Desk Configuration

The 'Settings' tab lets you configure system settings, tickets, emails, access control, the knowledgebase, alerts and
company profile.

«  Make sure you are in the 'Admin Panel' (see the last link on the left)
+  Click 'Settings'

DASHBOARD
C1 Service Desk
L SETTINGS v
System Settings & Preferences
Company
System
Tickets General Settings:
Jsers Helpdesk Status: * @ Online Offline
Emails
Access Control Settings Helpdesk URL: * https:// frontfork staging. services
Knowiedgebase Helpdesk Name/Title: * frontfork
Autoresponder
Alerts & Notices Default Department: * Support
MANAGE
Default Page Size: 25
EMAILS
Default Log Level: WARN
TIME SHEETS
Default Name Formatting: First Last
STAFF
Default Currency: US4 Dollars (S)
ANNOUNCEMENTS
Date and Time Options:
REPORTS

Click the following links to find out more about each category:
«  Configure Company Profile
Service Desk System Settings
+ Ticket Settings and Options
« User Registration Settings
+  Email Settings and Options
+  Access Control Settings
«  Knowledge Base Settings and Options

+ Autoresponder Settings
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Configure Alerts and Notices
Configure Two Factor Authentication

2.2.1 Company profile and support portal settings
Click 'Admin Panel' > 'Settings' > 'Company'.

The company profile area contains details about your organization and lets you customize your support
portal

Your support portal is the site where your users can submit and track tickets or read your support content.
The URL of your portal is https://<your company name>.servicedesk.comodo.com

You can brand the support portal with your own logos and web page content.
Add company profile information and customize your support portal

Open the admin panel (see the last link on the left)

Click 'Settings' > 'Company'
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Service Desk = Service Desk »Settings > Company

DASHBOARD
Company Profile
-
Basic Information

Company
System
o Company Information: Details available in email templates

ickets
st Company Name:* | Frontfork Services
Emails

Website: frontforkservices.com

Access Control Settings
Knowledgebase Phone Number: 0987654321
L T Address: Gandhi road, Kanchipuram.

Alerts & Notices

MANAGE
EMAILS Site Pages
TIME SHEETS . .
To edit or add new pages go to Manage > Site Pages
SR Landing Page: Landing i
*
ANNOUNCEMENTS
Offline Page: * Offline 2
REPORTS
Default Thank- Thank You 2
You Page: *
Logos

System Default Logo

. SUPPORT CENTER

Support Ticket System

Use a custom logo

Upload a new Browse... Nofile selected.

logo:

Basic Information
«  Company Name: The name of your organization
+  Website: The URL of your corporate/marketing website
+  Phone Number: Your company's contact number
«  Address: The physical/postal address of your company
«  Company Email: Provide the company's contact email address.
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Note: The default field labels explained in this section. You can change the labels in the forms interface.
+  Click 'Admin Panel' > 'Manage' > 'Forms' then open the ‘Company Information' form to edit its labels.

You can also modify the number of fields shown in the company information area.
See Forms for information.

Site Pages

+  This area lets you customize the pages on your support portal. This portal is where users can submit tickets
to you or your support team.

+  Service Desk ships with a default landing, offline, and thank-you pages.
«  You can customize these pages at 'Admin Panel' > 'Manage' > 'Pages'.
«  See Client Portal Pages if you need help with this.

Choose site pages

«  Select the pages you want to use on your portal from the drop-down menus:

Site Pages

To edit or add new pages go to Manage > Site Pages

Landing Page: Landing S
®

Offline Page: * oOffline i
Default Thank- Thank You 3
You Page: *

« Landing Page: The 'home page' of your site.
- Offline Page: The page shown when the support site is not available.

+  Click 'Admin Panel' > 'Settings' > 'System' to switch your support portal online or offline.
«  See Service Desk System Settings to read more about system settings
»  Default Thank-You Page: The page that is shown after a user submits a ticket.

Note: You can manage the pages shown in your support portal as follows:
+  Click 'Admin Panel' > 'Manage' > 'Pages' to add more pages.

+  Click a page to edit its content and settings.
See Client Portal Pages for more information.

Logos

«  Thelogo is the banner shown at the top-left of your support portal:
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SUPPORT CENTER

Support Ticket System

{3 Support Center Home ~ |_ Open A New Ticket |.=} Check Ticket Status

Welcome to the Support Center

In order to streamline support requests and better serve you, we utilize a support ticket system. Every support request is assigned a unique
ticket number which you can use to track the progress and responses online. For your reference we provide complete archives and history
of all your support requests. A valid email address is required to submit a ticket.

Open A New Ticket Check Ticket Status

U Please provide as much detail as possible so we 0 We provide archives and history of all your current
can best assist you. To update a previously and past support requests complete with
submitted ticket, please login. responses.

Open A New Ticket Check Ticket Status

Copyright ©2020 ITarian All Rights Reserved.

+  You can use the system default logo or upload your own company logo.
+  Logo requirements:

«  Format - gif, jpg or png.

+  Dimensions - 817 px X 170 px.
+  Click the browse button, select your image then click 'Open’.

Click 'Save Changes'.

2.2.2 Service Desk System Settings
+  Click 'Admin Panel' > 'Settings' > 'System'

«  The system settings area lets you configure your support page, the default department to which tickets are
routed, your business hours, and more.

System Settings
«  Open the admin panel (see the last link on the left)
«  Click 'Settings' > 'System'
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C1 Service Desk

System Settings & Preferences

General Settings:

Helpdesk Status: @ Online Offline

Helpdesk URL: * https://herculespopular.servicedesk.comodo.com/
Helpdesk herculespopular

MName/Title: *

Default Support

Department: *

Default Page 25

Size:

Default Log Level: WARN

Default Name First Last
Formatting:

Default Currency: USA, Dollars ($)

Date and Time Options:

Time Format:* Hia

Date Format: * m/d/Y
Date & Time m/d/Y gia
Format: *

Day, Date & Time DMjYgia
Format: *

Business hours:

Monday From: 07:00 Ta: 17:00
Tuesday From: 07:00 To:  17:00
Wednesday From 07:00 To: 17:00
Thursday From: 07:00 To: 17:00
Friday From: 07:00 To:  17:00
Saturday From: 07:00 To: 17:00
Sunday From 07:00 To: 17:00

01:25 AM

10/05/2018

10/05/2018 1:25am

Fri, Oct 52018 1:25am
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General Settings
+ Helpdesk Status: Put your customer facing support portal online or offline.

+ Helpdesk URL: States the URL of your support portal. This was created at setup and is included in support
emails to direct users to your help desk. They can submit tickets and read FAQs/knowledgebase articles at
your help desk.

+  Helpdesk Name/Title: The 'title’ of your support site. This will appear as the label of your site in your user's
browser and bookmarks.

+  Default Department: Choose the default department for new tickets and staff members.

+  Tickets are assigned to the default department if they are not explicitly assigned to a different
department. Tickets can be routed to a department by the ticket category, by email settings, or by a
ticket filter. See Ticket Settings and Options and Departments for more details.

+  New staff that you add via Comodo One are assigned to the default department. You can change their
department in 'Admin Panel' > 'Staff' > 'Staff Members'. See Update a staff member in Staff Members
for more details.

+  Default Page Size: Choose the number of tickets shown per page in the tickets screen ('Staff Panel' >
"Tickets'). Staff can also customize this for their own account in "My Preferences'. See My Profile for more
details.

+  Default Log Level: Choose the minimum issue severity that should be recorded in the system log. The
options are 'Debug', 'Warn', and 'Error'. 'Debug' is the lowest severity and 'Error' is the highest. Choose
'Debug’ to log all issues. Note - admins cannot view the system log in Service Desk. Please contact your
account manager if you need to view the log.

+  Default Name Formatting: Choose the format used for people's names throughout the system. Email
templates will use this format unless a different format is specified in a variable. See Email Templates for
more details.

«  Default Currency: Choose the currency you want to use in your Service Desk deployment. This currency
will be used in contracts, charging plans, and for assets / materials added to a ticket.

- Contracts - Click 'Staff Panel' > 'Contracts'. See Manage Contracts to learn more.

- Charging plans - Click 'Admin Panel' > 'Manage' > 'Charging'. See Manage Charging Plans to learn
more.

 Materials - Click 'Admin Panel' > 'Manage' > 'Materials'. See Manage Materials and Expense ltems
to learn more

+  Assets - Click '"Admin Panel' > 'Manage' > 'Assets'. See View and Manage Asset Types to learn more
Date and Time Options
Service Desk adheres to the time zone set in the Comodo One console.
«  Open C1 > click your username at top-right > click 'Settings' > 'Change Local Settings'

+  See https://help.comodo.com/topic-289-1-716-8485-Configuring-C1-Settings.html if you need more
help.

Business Hours

Enter the start and end times of your working day, for every weekday that your company works. For example, '09.00'
to "17.30".

These business hours are used in service level agreement (SLA) time calculations.

«  Forexample, say an SLA defines issue resolution time as 12 hours, and your business hours are set at
8.00 AM - 4.00 PM, Monday - Friday.

+ Ifaticket is submitted on a Sunday, the SLA will start counting on Monday morning at 8.00 AM and will
count until 12 pm Tuesday. If the issue is not solved by Tuesday 12 pm then you have breached the SLA.

«  See Service Level Agreements for more details.
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Click 'Save Changes' to apply your updates.

2.2.3 Ticket Settings and Options
Click 'Admin Panel' > 'Settings' > 'Tickets'
«  Global settings are the default settings for support tickets submitted to your organization.
«  These settings apply to all tickets unless superseded by a department or ticket category setting.
Ticket settings and options
+  Click 'Admin Panel' > 'Settings' > 'Tickets'

DASHBOARD
Ticket Settings & Options
-
Global Ticket Settings

Company
System

System-wide default ticket settings and options.
Users
Emails Ticket IDs: @ Sequential © Random

Access Control Settings

Default SLA: * Default SLA (48 hrs - Acti
e efau efaul (48 hrs ive) ~
Autoresponder
Default Priority: * MNormal N
Alerts & Notices
MANAGE Default Asset Type: Workstation e
*
EMAILS
Default Category: — None — =
TIME SHEETS
Maximum Open [u] per email/user.

The interface has four areas:
»  System-wide default ticket settings and options
+  Time Settings (global)
- Attachments
«  Accepted File Types
System-Wide Default Ticket Settings and Options
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Global Ticket Settings

System-wide default ticket settings and options.

Ticket IDs: @ Sequential © Random

Default SLA: * Default SLA (48 hrs - Active) e

Default Priority: * Narmal b

Default Asset Type: Workstation w

*

Default Categery: — None — e

Maximum Open 0 per email/user.
Tickets:

Agent Collision 3 minutes
Avoidance

Duration:

Hurman Verification: [ ] Enable CAPTCHA on new web tickets.

Claim on B Enable

Response:

Assigned Tickets: [] Exclude assigned tickets from open queue.

Answered Tickets: B Exclude answered tickets from open queue.

Staff Identity [] Hide staff's name on responses.

Masking:

Enable HTML B Enable rich text in ticket thread and autoresponse emails.
Ticket Thread:

Allow Client [ ] Allow clients to update ticket details via the web portal
Updates:

Auto-close Overdue 120 . hours

Tickets Timeout:

Auto-close
resolution:

Your ticket is closed because it was overdue

Ticket IDs: Select whether ticket numbers are sequential (consecutive) or randomly generated.
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«  Default SLA: Choose the service level agreement (SLA) that applies to tickets IF no custom SLA applies.
You can apply a custom SLA to a ticket category, multi-stage ticket, or department. The SLA determines
how long a ticket can remain open before it is overdue. See Service Level Agreements for more details.

- Default Priority: Choose the default severity level for tickets that have not been assigned a priority level by
the department or ticket category. For example, 'Low', 'Normal', 'High' or 'Critical'. See Appendix 2 -
Ticket Priorities if you need general advice on priority levels.

- Default Asset Type: Assets are the type of item that the ticket concerns. For example, 'workstation’,
'printer', 'router' etc. You can manage assets and specify asset rates at at 'Admin Panel' > 'Manage' >
'Assets'. Choose the default asset for new tickets. The user can change the asset type when creating a new
ticket.

- Default Category: The help topic that is assigned to a new ticket if the user does not select a category. See
Ticket Categories to read more on help topics.

«  Maximum Open Tickets: The highest number of tickets that a user is allowed to have open at once. Once
the maximum is reached, users cannot create new tickets until an existing ticket is closed. Enter '0' for
unlimited open tickets.

«  Agent Collision Avoidance Duration: Enter the maximum length of time an agent (staff member) is
allowed to lock a ticket. Other staff cannot edit locked tickets. Enter '0" to disable the ability to lock tickets.

+  Human Verification: If selected, a CAPTCHA is shown on your support portal for the user to complete. This
verifies that the ticket is created by a human and not a bot.

+  Claim on Response: If enabled, new tickets are auto-assigned to the agent that first responds to it. Note -
reopened tickets are always assigned to the most recent respondent.

- Assigned Tickets: If enabled, tickets that assigned to staff are hidden in 'Open' tickets.

« Answered Tickets: If enabled, tickets with staff responses are placed in the 'Answered' tickets queue. If
disabled, they are shown in the 'Open’ tickets queue.

- Staff Identity Masking: If enabled, the ticket does not include the name of staff who work on the ticket.

«  Enable HTML Ticket Thread: HTML lets users and staff use different fonts, colors and even images in their
messages. The thread uses plain text if you don't enable this option.

«  Allow Client Updates: If enabled, users can use the web portal to update their ticket.

«  Auto-close Overdue Tickets Timeout: The number of hours that overdue tickets are kept open after their
due-date. Overdue tickets are auto-closed after this grace period expires. Enter '0' to disable the feature, so
overdue tickets are never auto-closed.

+  Auto-close resolution - Type a message that explains the ticket was automatically closed because it was
overdue.

- This message is shown in the ticket thread and in the ticket details screen.

Time Settings (Global Setting)

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 59



Creating Trust Online®

Comodo One - Service Desk -,Ag_miﬁist"r'é’t’ij’r!égi-d"“é'/ COMODO

. /
_’_/"- /

f

Time Settings (Global Setting)

Charge Interval: * 1 L
Time for threads: Enable time to threads (available to staff assigned to the ticket)

Manual time entry : Enable manual time entry

Manual time entry Enable work time entry for other staff members

by other staff:

Round billable time: @ Calculate billable time without rounding

Round each billable time separately

+  Charge Interval: The minimum number of minutes that can be added to billable time on a ticket. Fractions
of this unit are always rounded up.

«  Forexample, if you enter '1" and staff work on a ticket for 17 minutes and 34 seconds, then the system
records 18 minutes. If you enter 10" and staff work on a ticket for 14 minutes and 16 seconds, then the
system records 20 minutes.

+ Note - Charge interval is only relevant IF you enable 'Round each billable time separately'. It has no
effect if you enable 'Calculate billable time without rounding' instead.

- Time for threads: Enable a time-counter which starts/resumes when staff work on a ticket. The timer starts
when staff open the ticket and stops when they close the session. Staff can manually pause and resume
the counter.

«  Manual time entry: Allow staff to add time to the ticket. This can be used to record 'away-from-system'
work when the staff member did not have the ticket open. For example, on-site visits, etc.

- Manual time entry by other staff: Allow staff other than the person to whom the ticket is assigned to add
their time spent to a ticket.

- Round billable time:

«  Calculate billable time without rounding - Billable time is a simple total of all time spent on a ticket,
including seconds. For example, if a ticket has three work-sessions which last 17:34, 3:25 and 1:45
respectively, then the total is 22 minutes and 44 seconds.

+  Round each billable time separately - Service Desk rounds-up the time spent in each session to the
unit in the 'Charge Interval' box. Each session is rounded up before the total is calculated. Total billable
time is the sum of all individual sessions.

For example, if your change interval is '1', and a ticket has three work-sessions which last 17:34, 3:25 and 1:45
respectively, then the total is 24 minutes (18m + 4m + 2m).

Attachments
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Attachments: Size and max. uploads setting mainly apply to web tickets.

Allow Attachments: Allow Attachments (Global Setting)

Emailed/API Accept emailed/AP| attachments.

Attachments:

Online/Web Allow web upload Limit to authenticated users only. (User must be logged in to upload files)

Attachments:

Max. User File 1 file w (Number of files the user is allowed to upload
Uploads: simultaneously)

Max. Staff File 1 file w (Number of files the staff is allowed to upload
Uploads: simultaneously)

Maximum File Size: 1mb w

Ticket Response Email attachments to the user

Files:

«  Allow Attachments: Users and staff are permitted to upload attachments to tickets.

- Emailed/API Attachments: Choose whether users can attach files to email tickets or tickets created over
API.

«  Service Desk can automatically create tickets from emails sent to your support email address. See
Email Addresses for help to do this.

+  Online/Web Attachments: Choose whether users can attach files to tickets that they created in your online
portal.

+  Max. User File Uploads: Set the max. number of files a user can to attach to a ticket.
+  Max. Staff File Uploads: Set the max. number of files a staff member can to attach to a ticket.
«  Maximum File Size: Set the upper size limit of individual attachments.

« Ticket Response Files: If enabled, any attachments that staff add to a ticket response are included in the
email to the user.

Accepted File Types

Accepted File Types: Limit the type of files users are allowed to submit.

Enter allowed file extensions separated by a comma. e.g .doc, .pdf. To accept all files enter wildcard .# i.e dotStar (NOT Recommended)

.doc,.pdf,.jpg,.jpeq, gif,.png,.xls,.docx, xlsx,.txt
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«  Specify which types of file your users are allowed to add as attachments. Each extension should be
separated by a comma.

Click the 'Save Changes' for your settings to take effect.

2.2.4 User Registration Settings
Click 'Admin Panel' > 'Settings' > 'Users'
«  'Users' are the individuals who submit tickets to your support team. They can submit tickets via your support
center, by email, or direct from an Endpoint Manager device.

+  Global user settings let you choose the default method for registering users. You can register accounts
manually, via activation mail, or with a temporary password.

«  The setting you choose here only applies if you enable 'Register with default settings' in the 'Create New
User' screen.

+  Click 'Staff Panel' > 'User Directory' > 'Add New User' to see the 'Create New User' screen.

+ Ifyou disable 'Register with default settings' then you can choose the registration method on a per-
case basis.

«  See Add Users in Manage Users section for more on the 'Create New User' screen.
«  The setting above only applies to users that you manually add, or import from CSV. This setting does not
apply to:

«  Users who register themselves by signing up at the web portal. These users always receive an
activation email.

+  Users who are added as guests because they submitted a ticket from a managed device. These users
need to be registered manually. See Register a User in Manage Users section if you need help with
this.

Default user registration settings
«  Open the admin panel (see the last link on the left)
+  Click 'Settings' > 'Users'

ht

DASHBOARD
User Settings & Options
:
Global User Settings
Company
System
Tickets User Registration Settings
® Register users manually
Emails

) Register with activation email
Access Control Settings

) Register with a temporary password
Knowledgebase

Autoresponder Default User Timezone: GMT 5:30 - Asia/Calcutta FI

Alerts & Motices

MANAGE
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« Register users manually - Register by selecting a user in the 'User Directory' area and clicking the
'Register' button. See Register a user for more details.

+ Register with activation email - An enroliment mail is sent to new users with an account activation link.
The link takes the user to your support web portal to create a password. Once registered, the user will be
able to login to your support portal to manage/view their tickets.

+ Register with a temporary password - Enter a temporary password for the new user (as shown below)

Create New User

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Notes:

Register with Default Settings

Default timezone: .30 - India, Sri Lanka

Temp. Password:

Confirm Password:

Password Change: Require password change on first login

Once registered, you should communicate the URL of your web-portal and the password to the user. The
user can login to the portal using their email as user name and the password you sent. If 'Require password
change..."is enabled, the user will be asked to set a new password immediately.

+  Default User Timezone - Choose the time zone of the target user.
+  Click 'Save changes' for your settings to take effect.

2.2.5 Email Settings and Options
«  Click 'Admin Panel' > 'Settings' > Emails'
«  The 'Email Settings & Options' interface lets you configure overall settings for system emails.
- Please note these global email settings can be overridden by settings at the department level.
Configure Service Desk Email Settings
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+  Click 'Admin Panel' > 'Settings ' > 'Emails'
Email Settings
«  Default Template Set: Service Desk allows administrators to create and manage different email template
sets for different customers, with each set consisting of templates for different types of email messages sent
for various ticket activities. See Email Templates for more details. Administrators can choose which
template set has to be used by default, from the Default Template Set drop-down. Please note that

departments can be assigned a different email template set. See Departments for more details. See Email
Templates about how to add/modify email templates.

+  Default System Email: Select the default outgoing email address from which the emails are sent. Please
note that departments can configure a different email address. See Departments for more details. See
Email Addresses about how to add/modify email addresses.

+  Default Alert Email: Select the default email address from which Alerts & Notices are sent to the
admins/staff members. See Email Addresses about how to add/modify email addresses.

«  Admin's Email Address: Enter the administrator's email address to which the System Errors and New
Tickets alerts are sent. Please note this should be enabled in Alerts & Notices screen. See Configuring
Alerts and Notices for more details.

Incoming Emails

- Email Fetching: Enabling this checkbox will allow IMAP/POP polling for configured and enabled Mail
Boxes. See Email Addresses about how to enable fetching email via IMAP or POP.

«  Strip Quoted Reply: If enabled, all previous correspondences in the email will be removed. If this feature is
disabled, then the next setting Reply Separator Tag will be relevant.

+  Reply Separator Tag: This is relevant only if the above Strip Quoted Reply is disabled. The text ---reply
above this line---" will be displayed between the quoted original message and the reply. You can edit the
separator line text in the text box.

«  Emailed Tickets Priority: If enabled, tickets sent over email will have their priority set by the sender's email
client.'

«  Accept All Emails: If enabled, tickets can be raised by unregistered users also.

«  Accept Email Collaborators: If enabled, email participants are included in the 'To' and 'CC' fields as ticket
collaborators. Staff members can also add collaborator manually when viewing a ticket. See Managing
Tickets for more details.

Outgoing Emails

«  Default MTA: Select the mail address whose Mail Transfer Agent (MTA) settings should apply to outgoing
emails that do not have an SMTP setting.

Click the 'Save Changes' button to apply your changes.

2.2.6 Access Control Settings

The 'Access Control Settings' interface allows admins to configure the password policy for staff members,
authentication settings for end users, and email templates for 'Forgot My Password' links. You can also configure
settings for user account registration, staff account registration and banners for log-in pages.

«  Open the Admin Panel
«  Click 'Settings' on the left then 'Access Control Settings'
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Access

Configure Access to this Help Desk

End User Authentication Settings

Registration __| Require registration and login to create tickets

Required:

Registration Public — Anyone can register i
Method: '

User 4 ~ | failed login attempt(s) allowed 2 ~| minute lock-out is enforced.
Excessive ' before a '
Logins:

User Session 320

Timeout:

Client Quick Require email verification on "Check Ticket Status”
Access: page

Authentication and Registration Templates

Staff Members

Clients

Guest Ticket Access

Sign-In Pages

Staff Login Banner

Client Sign-In Page

User Account Registration

Please Confirm Email Address Page

Confirmation Email

Acecount Confirmed Page

Staff Account Registration

Staff Welcome Email
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Click the following links for more details on each category:
+  End User Authentication Settings
«  Authentication and Registration Templates
«  Sign-In Pages
«  User Account Registration
»  Staff Account Registration

End User Authentication Settings

End User Authentication Settings

Registration | Require registration and login to create tickets
Required:

Registration Public — Anyone can register =
Method:

User 4 ~| failed login attempt(s) allowed 2 ~ |  minute lock-out is enforced.
Excessive before a

Logins:

User Session 30

Timeout:

Client Quick Require email verification on "Check Ticket Status”
Access: page

+ Registration Required and Registration Method are used together to configure how users register and
access the web portal of your help desk. The following table summarizes how the two settings work
together:

Registration Required Registration Method Result

No Public Registration is not required
to create support tickets.

Registration is, however,
available and encouraged.

Yes Public Users must register to
create support tickets.

No Private Anyone can create a ticket.
Only staff members can
register accounts.

Yes Private Users can only submit

tickets after registering.

Registration is by invitation
only.

No Disabled No one can register for an
account, but anyone can
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Registration Required Registration Method Result

create a ticket.

Yes Disabled Users must register to
submit tickets, but
registration is disabled.

Effectively disables new
tickets via the web portal.

« User Excessive Logins: Select the number of times a failed logins attempts is allowed for users from the
first option. If the number of failed login attempts exceeds this number, the user account will be temporarily
locked. You can specify the lockout period by choosing it from the second drop-down.

«  User Session Timeout: Enter the maximum idle time in minutes before a user is required to log in again.
Enter 0 if no timeout is required.

«  Client Quick Access: If disabled, the users can immediately access their tickets via the 'Check Ticket
Status' login page. If enabled, users will be required to receive an email and follow a link in the mail to view
the ticket. Disabling email verification might allow third parties (e.g. ticket collaborators) to impersonate the
ticket owner).

Authentication and Registration Templates

This section allows admins to edit the templates of emails that are sent to staff members and clients. You can also
edit the template of the mail sent to guests to access their tickets.

Authentication and Registration Templates

Staff Members

Clients

Guest Ticket Access

Staff Members

+  Click the 'Staff Members' link to edit the template of the forgotten password mail sent to staff:
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Manage Content — C1 Service Desk Staff Password Reset

C1 Service Desk Staff Password Reset

Hi %{staff.name.first},

A password reset request has been submitted on your behalf for the helpdesk at
95 {url}.

If you feel that this has been done in error, delete and disregard this email. Your
arcnnnt i< <till eecure and nnonne has heen niven acrress tn it It i nnt ncked
This template defines the email sent to Staff who select the Forgot My Password link on the
Staff Control Panel Log In page.

-

Edit the template as required and click 'Save Changes'. Make sure the variables defined in the template are
correct.

Clients
+  Click the 'Clients' link, to edit the template of the forgotten password mail sent to clients:
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Manage Content — %{company.name} Help Desk Access

%{company.name} Help Desk Access

Hi %{user.name.first},

A password reset request has been submitted on your behalf for the helpdesk

at %{url}.

If you feel that this has been done in error, delete and disregard this email.

Your accnnnt is still sprure and nn nne has heen niven arress to it If i nnt
This template defines the email sent to Clients who select the Forgot My Password link on the
Client Log In page.

-

- Edit the template as required and click 'Save Changes'. Make sure the variables defined in the template are
correct.
Guest Ticket Access

+  Click the 'Guest Ticket Access' link, to edit the template of email notification that is sent to clients with
access link to their tickets,

Manage Content — Ticket [#%({ticket.number}] Access Link

Ticket [#%{ticket.number}] Access Link

Hi %{recipient.name.first},

An access link request for ticket #%{ticket. number} has been submitted on your
behalf for the helpdesk at Y%{url}.

Follow the link below to check the status of the ticket #%{ticket. number}.

This template defines the notification for Clients that an access link was sent to their email.
The ticket number and email address trigger the access link.
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+  Edit the template as required and click 'Save Changes'. Make sure the variables defined in the template are
correct.

Sign-In Pages

This section allows administrators to edit the message and banner displayed on the staff member's Log In page and
Client Sign-In page.

Sign-In Pages

Staff Login Banner

Client Sign-In Page

Staff Login Banner

+  Click the 'Staff Login Banner' link, to edit the message shown on the 'Staff Log In' page

Manage Content — Authentication Required

Authentication Required

This is the initial message and banner shown on the Staff Log In page. The first input field
refers to the red-formatted text that appears at the top. The latter textarea is for the banner
content which should serve as a disclaimer.

- Edit the message as required. The text entered in the first field appears as red text at the top. The text area
serves for the banner content.

«+  Click "Save Changes' for the changes to take effect.

Client Sign-In Page
Click the 'Client Sign-In Page' link, to edit the header shown on the Client Log In' page
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Manage Content — Sign in to %{company.name}

Sign in to %{company.name}

To better serve you, we encourage our Clients to register for an account.

This composes the header on the Client Log In page. It can be useful to inform your Clients
about your log in and registration policies.

+  Edit the message as required. The text entered in the first field appears as blue text below the menu bar.
The text area serves for providing other information.

+  Click 'Save Changes' for the changes to take effect.
User Account Registration

This section allows you to edit the email templates that are sent to users for confirming their email address, account
creation and account confirmed emails.

User Account Registration

Please Confirm Email Address Page

Confirmation Email

Account Confirmed Page

Confirm Email Address Page

Click the 'Please Confirm Email Address Page' link, to edit the template of email that is sent to users after completing
the registration form.
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Manage Content — Account registration

Account registration

Thanks for registering for an account.

We've just sent you an email to the address you entered. Please follow the link in
the email to confirm your account and gain access to your tickets.

This templates defines the page shown to Clients after completing the registration form. The
template should mention that the system is sending them an email confirmation link and what
is the next step in the registration process.

+  Edit the message as required. Make sure to mention that the C1 Service Desk system is sending them a
confirmation email link and the next steps for completing the registration process.

«  Click 'Save Changes' for the changes to take effect.
Confirmation Email

«+  Click the 'Confirmation Email' link, to edit the template of email that is sent to users after their account has
been created.
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Manage Content — Welcome to %{company.name}

Welcome to %{company.name}

Hi %{recipient.name.first},

We've created an account for you at our help desk at %{urf}.

Flease follow the link below to confirm your account and gain access to your
tickets.

This template defines the email sent to Clients when their account has been created in the
Client Portal or by an Agent on their behalf. This email serves as an email address verification.

Please use %{link} somewhere in the body.

Edit the template as required and click 'Save Changes'. Make sure the variables defined in the template are
correct.

Account Confirmed Page

Click the "Account Confirmed Page' link, to edit the template of email that is sent to users after their account
has been successfully registered.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 73



Creating Trust Online®

Comodo One - Service Desk -,Ag_miﬁisfféft’a_r!égi- e COMODO

/

____’_/"--’- f"

Manage Content — Account Confirmed!

Account Confirmed!

Thanks for registering for an account.

You've confirmed your email address and successfully activated your account.
You may proceed to open a new ticket or manage existing tickets.

Your friendly support center 5

This template defines the content displayed after Clients successfully register by confirming
their account. This page should inform the user that registration is complete and that the
Client can now submit a ticket or access existing tickets.

Edit the template as required and click 'Save Changes'. Make sure the variables defined in the template are
correct.

Staff Account Registration

This section allows administrators to edit the email template that is sent to Staff Members whose account is created
by an administrator. This welcome email is optional and is configured in the 'Staff Members' page. See Staff

Members for more details.

Staff Account Registration

Staff Welcome Email

Click the 'Staff Welcome Email' link, to edit the template of welcome email that is sent to staff members
after their account has been successfully created by an administrator
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Manage Content — Welcome to C1 Service Desk

Welcome to C1 Service Desk

Hi %{recipient.name.first},

We've created an account for you at our help desk at %{url}.

Please follow the link below to confirm your account and gain access to your
tickets.

-

This template defines the initial email {optional) sent to Agents when an account is created on
their behalf.

- Edit the template as required and click 'Save Changes'. Make sure the variables defined in the template are
correct.
+  Click 'Save Changes' at the bottom of the screen for the access control settings to take effect.

2.2.7 Knowledge Base Settings and Options

+  Click 'Admin Panel' > 'Settings' > 'Knowledgebase'
Admins and staff can create FAQs which can be published in the client portal for end-users.

FAQs help end-users find answers for frequently encountered problems. Apart from improving your customer
service, this also means support staff can prioritize their time more effectively.

«  FAQs can be made available for everyone, or only to admin/staff members. See Managing
Knowledgebase for a description on how create FAQs.

«  The settings in this interface determine whether or not the 'Knowledgebase' tab will be available in the user
web portal.
«  Administrators can also configure whether 'Canned Responses' should be made available.
To configure knowledge-base settings
+  Make sure you are in the '‘Admin Panel' (see the last link on the left)

+  Click 'Settings' on the left then 'Knowledgebase'
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= Comodo One > Service Desk » Settings » Knowledgebase

Knowledgebase Settings & Options

Knowledge Base Settings

Disabling knowledge base disables clients’ interface.

Knowledge [ | Enable Knowledge Base
Base Status:

Canned Enable Canned Responses
Responses:

- Knowledge Base Status: Makes FAQs available under the 'Knowledgebase' tab in the client portal. See
Managing Knowledgebase for help to create categories and FAQs.

- Canned Responses: If enabled, admins and staff can use canned responses when replying to tickets. See
Canned Responses for more details.

+  Click 'Save Changes' to apply your changes.

Note: Any setting/change you make in this interface will be added to Comodo One audit logs. You can view audit
logs in the C1 portal (‘Management' > 'Audit Logs'). See https://help.comodo.com/topic-289-1-716-12456-View-
Audit-Logs.html for more details.

2.2.8 Autoresponder Settings
Click 'Admin Panel' > 'Settings' > 'Autoresponder'

«  An autoresponder is an email which is automatically sent to users immediately after certain events. For
example, autoresponders are sent to users after they submit a ticket to confirm receipt of their request.

+  You can also send out autoresponders when staff create a new ticket, when a new reply is posted to a
ticket, and when a user exceeds the maximum number of open tickets.

«  The 'Autoresponder Settings' interface lets you choose global autoresponder settings

+  You can also choose autoresponder settings for specific ticket categories, departments or email
addresses. Category / department / email settings override the global setting.

+  You can view and edit the content of autoresponders at 'Admin Panel' > 'Emails' > "Templates'.

+  See Email Templates for help to create and manage email templates.
Configure global autoresponder settings

«  Open the admin panel (see the last link on the left)
+  Click 'Settings' > 'Autoresponder’
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= Service Desk » Settings > Autoresponder

= DASHBOARD
Autoresponder Settings
@ sermnes D v
Company Autoresponder Setting
System
Tickets . . 2
Global setting - can be disabled at department or email level.
Users
Emails New Ticket: __| Ticket Owner

Access Control Settings

New Ticket by Ticket Owner
Knowledgebase Staff:
Alerts & Notices MNew Message: __| Submitter: Send receipt confirmation
MANAGE Participants: Send new activity notice
EMAILS Overlimit Notice: | Ticket Submitter

ETArc

+  New Ticket: A confirmation email is sent to users immediately after they submit a new ticket. This might be
over-ridden by category specific responder settings.

+  See Ticket Categories to read more about categories.

«  New Ticket by Staff: A confirmation email is sent to users after a staff-member creates a ticket on their
behalf. Note - staff have the option to disable the responder when creating the ticket.

+  See Create a new ticket on behalf of a user for more on this.
+  New Message - Emails sent out when a new comment/reply is posted to a ticket.
«  Submitter: Send receipt confirmation - A confirmation mail is sent to the person who posted the reply.

«  Participants: Send new activity notice - All collaborators on the ticket receive email notification of the
new post.

«  Overlimit Notice: Notifies the user that their ticket was rejected because they already have the maximum
number of open tickets. You can set the max. number at '‘Admin Panel' > 'Settings' > Tickets'".

+  See Ticket Settings and Options if you want to read more about ticket settings.
Click 'Save Changes' for your settings to take effect.

2.2.9 Configure Alerts and Notices
Click 'Admin Panel' > 'Settings' > 'Alerts & Notices'

«  Alert emails can be sent to users and staff after various events occur. Example events include when a new
ticket is created, when a ticket is overdue, and when a new internal note is added.

«  Service Desk uses a system of 'template sets' to house the content of these alerts. Click 'Admin Panel' >
'Emails' > "Templates' to manage existing templates.

«  Each set includes templates for a wide variety of alerts. Simply click the template name to edit its contents.
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- Templates can include dynamic variables like 'ticket number' and 'assigned staff'. Click the 'Supported
variables' link at the top-right of the editor to view the variables you can use.

«  See Email Templates for help to create email template sets

Note: Any setting/change you make in this interface will be added to Comodo One audit logs. You can view audit
logs in the C1 portal (‘Management' > 'Audit Logs').

Setup alerts and notices

«  Open the admin panel (see the last link on the left)
+  Click 'Settings' > 'Alerts & Notices'

Service Desk = Service Desk > Sefttings » Alerts & Notices

DASHEOARD
Alerts & Notices
.
Alerts and Notices sent to staff on ticket "events”

Company
System
Tickets New Ticket Alert
Users
Emails Status: ® Enable © Disable

Access Control Settings
Admin Email (herculespopular22@gmail.com)
Knowledgebase

Autoresimdef Department Manager
["] Department Members

MANAGE
D Customer Account Manager
EMAILS
TIME SHEETS New Message Alert
STAFF Status: @ Enable ) Disable
ANNOUNCEMENTS Last Respondent
REPORTS Assigned Staff

«  Use the 'Enable’ / 'Disable’ options to activate or deactivate an alert
+  Use the check boxes to select the recipients of the alert
You can enable / disable alerts emails and select recipients for the following events:
- New Ticket Alert: Alerts are sent to the selected recipients when a new ticket is created.
Note - New ticket alerts are not sent if the ticket was auto-assigned by a category or filter.

«  See Ticket Categories for help to make a category assign tickets to staff.
«  See Ticket Filters for help to make filters assign tickets to staff.
«  New Message Alert: Alerts are sent to recipients when the user posts a new comment to the ticket.

«  New Internal Note Alert: Alerts are sent to recipients when a new remark is added to a ticket.
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« Ticket Close Alert: Alerts are sent to recipients when a ticket is closed.

+  Notify For: Choose whether to send alerts for all closed tickets, or only for tickets closed by a rule in a
ticket filter.

«  Ticket Assignment Alert: Alerts are sent to staff when a new ticket is assigned to him/her.

«  Ticket Transfer Alert: Alerts are sent to recipients when a ticket is transferred from one department to
another.

«  Overdue Ticket Alert: Alerts are sent to recipients when a ticket passes its due date, as per the service
level agreement (SLA) associated with the ticket. Please also see Service Level Agreements.

«  System Alerts: Alerts are sent to the admin for database errors and/or failed login attempt alerts.

+  The default admin email is set in 'Admin Panel' > 'Settings' > 'Emails".
+  See Emails Settings and Options if you need help with this.
+  Click 'Save Changes' at the bottom of the screen for your changes to take effect.

2.2.10 Configure Two Factor Authentication

Two-factor authentication increases security by requiring staff to present additional verification before they can login
to Service Desk. Once setup, staff will need to enter a unique verification code in addition to their regular login
credentials.

+  Two factor authentication can be activated in Comodo One at '"Management' > 'Account Security Details'".
«  See Setup Two-Factor Authentication in the C1 guide for help with this.

2.3 Manage Service Desk Components

Click 'Admin Panel' > 'Manage'

«  The 'Manage' section lets you configure various important Service Desk settings:
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Service Desk

DASHBOARD
Ticket Categories©®
SETTINGS
(¥) Add New Category o Enable () Disable Tii] Delete
il 1 ANAGE v
Ticket Caledories m CATEGORY 2 STAGES STATUS TYP
Ticket Filters
Active ub
e O Access Issue 1 A P
AP Keys |:| Asset Issue 1 Active Pub
Pages
| Feedback 1 Active Pub
Forms
Lists |:| General Inguiry 1 Active Pub
Assets Power Issue
Materials
[l Report a Problem 1 Active Pub
Charging
EMAILS & Prev

Click the following links to find out more about each component:

« Ticket Categories: Ticket categories are help topics that you present to end-users on your support portal.
The categories let users select the area with which they need help. Example categories you could create
are 'Billing support', 'Account problems', "Workstation issues' etc. You can route tickets to a particular
department or staff member based on the category chosen. See Ticket Categories for help with this area.

« Ticket Filters: Ticket filters are rules which implement specific actions on tickets if certain criteria are met.
See Ticket Filters for more details.

«  SLAPIans: Service Level Agreement (SLA) plans define the period before which a ticket should be
attended and closed. Administrators can also configure warning level alerts if a SLA is breached. See
Service Level Agreements for more details.

« APl Keys: C1 applications like Endpoint Manager and CRM can automatically submit tickets to Service
Desk when certain events happen. API keys are used to authenticate the legitimacy of these "auto-
submitted' tickets. See API Keys for more details.

«  Pages: Manage the pages which appear on your customer-facing support portal. See Client Portal Pages
for more details.

- Forms: Forms are used in various Service Desk interfaces to collect information from end-users, customers
and your company. For example, the contact form collects a new user's name, email address and phone
number. See Forms for more details.

+ Lists: Lists are used to populate drop-down menus on a form. For example, if your form asks a user their
operating system, then the list contains items like 'Windows', 'Linux', 'Mac OS', 'iOS', 'Chrome OS', etc. See
Custom Lists for more details.

« Assets: An asset is an item or service that staff add to a ticket. You can charge specific rates for work done
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on certain assets. For example, a 'Printer' may be one of your assets. You could charge a different rate for
work done on printers than you would, say, for work on a server.

«  Materials: Add and manage materials like components, consumables and/or other expense types for
adding to tickets.

«  Charging: Charging plans let you define your default hourly rate for support work. You can also set up
variable rates for work on specific assets, or work of a specific type (remote, on-site, telephone). You can
create multiple charging plans and apply them to different customer contracts as required. See Manage
Charging Plans for more details.

2.3.1 Ticket Categories

Click 'Admin Panel' > 'Manage' > 'Ticket Categories'

«  Ticket categories are support topics that are presented to users so they can more easily choose the area
with which they need help. For example, your portal might have a menu which says 'Please choose the
area we can help you with', and offer categories such as 'Billing', 'Account Changes', 'Technical Support',
and so forth.

+ You can associate a ticket category with a custom form to gather more targeted information from a user. For
example, you may need different information from a user if they need help with an account question than
you would if they have a problem with their printer.

+  Ticket categories can be used to route tickets to a particular department or staff member if required. You
can also create custom auto-responders and thank-you pages based on the ticket category chosen by your
user.

Ticket Categories
+  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Ticket Categories'

Service Desk = Service Desk »Manage > Ticket Categories

DASHBOARD
Ticket Categories
SETTINGS
@ Add New Categary 4 Enable @ Disable @— Dalata Show 25 records v Sort By Alphabetically
-
Ticket Categories [1  CATEGORY STAGES STATUS TYPE PRIORITY ~ DEPARTMENT LAST UPDATED
Ticket Filters
SLA Plans O Access Issue 1 Active Public 05/21/2018 10:09 am
APl Keys ] Asset |ssue 1 Active Public 05/21/2018 10:09 am
Pages
| Feedback 1 Active Public 05/21/2018 10:09 am
Forms
Lists | General Inquiry 1 Active Public 05/21/2018 10:09 am
R Over heating 1 Active Public Normal  Support 02/06/2020 1:33 pm
Materials
O Report a Problem 1 Active Public 05/21/2018 10:09 am
Charging
EMAILS « Prev 1 Next»

«  Category - The name of the help topic. These topics are presented to end-users so that they may choose
the area with which they need help. The topics you create depend on the support services you offer.
Example categories you could consider are 'General Inquiry', 'Billing Issue', 'Server Problem’, 'Internet
connection issue', 'Report a bug', etc.

«  Click on the name of a category to edit it.

«  Stages - The number of steps in tickets which belong to the category. A ticket may have multiple steps if it
needs to pass from one department/staff member to the next.

«  Status - Shows whether the help topic is active or inactive. Users and staff can only create tickets in active
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help topics.
«  Type - Shows whether the help topic is public or private:

+  Public - Available to both end users and staff. End users can select the help topic when creating a
ticket at your support portal. Staff can pick the topic when they create a ticket on behalf of a user.

«  Private / Internal - The topic is only available only to staff. Staff can choose this topic when creating or
editing a ticket.

- Priority - The urgency level of tickets in this category. See Appendix 2 - Ticket Priorities if you'd like some
general advice on ticket priorities.

+  Department - The department assigned to tickets in this category.

« Last Updated - The date and time the category was most recently updated.
The interface lets you:

« Add a new ticket category

« Enable / disable a ticket category

- Edit a ticket category

+  Remove a ticket category

Sort items

The default sorting mode is 'Alphabetically’. Manual sorting allows you to drag and re-order the rows as required:

Show 10 records v Sort By Alphabetically ¥
Sort By Manually
v DEPARTMENT LAST UPDATED
Add a new ticket category

«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Ticket Categories'
+  Click 'Add New Category'
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Ticket Categories®
() asa Mﬁ:.mw?

CATEGORY = STAGES STATUS

Add New Category

Category Information

Category: *
Stabus: * = Active Dizabled

Type: * = Public Privatle/Intema
Parent Category. *

— Top-Level Categary — -

Mew ticket options

Cusiom Forrm: * — Lise Parent Form — =

Thank-yau Paga

AUto-respoOnseE. = Disable new tickat auto-response

Ticket Process Options

Tickat Stages:

Stage Transfer Email: * Default Email Templates (HTM

Ticket stages

Category information

Category: Enter a unique name for the ticket category. This should be a support topic that you want to
present to end-users for selection. For example, 'Billing Inquiries', "Technical Support', 'Printer Issue', etc.

Status: Choose whether the ticket category is active or not. Users and staff can only create tickets in active
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help categories. You can change the status at any time in the 'Ticket Categories' screen:

+  Click 'Admin Panel' > 'Manage' > 'Ticket Categories'

«  Select a category using the check-boxes on the left

+  Use the 'Enable'/ 'Disable' buttons above the table to active or deactivate the category.
«  Type: Choose whether the category is visible to end-users or only available to staff.

+  Public - The category is published to your customer-facing portal for users to select when they create a
ticket. It is also available to staff to choose when they create a ticket.

«  Private / Internal - The category is only available to staff. Staff can choose this category when creating
a ticket in the staff panel.

- Parent Category: (optional). Choose a master category for this topic. Choosing a parent means this
category becomes a child, or sub-section, of the parent. For example, 'Hardware Issues' could be your
parent category, and 'Printer Issues' your sub-category.

New ticket options

«  Custom Form: Choose the form that is presented to users if they pick this support category. Custom forms
allow you to collect targeted information from a user about specific problems.

For example, the information you need to collect from a customer about a billing issue is likely to be
different to the information you need for a printer issue.

+  Click 'Admin Panel' > 'Manage' > 'Forms' to view, edit and create custom forms.
+  See Forms if you want to learn more about forms
«  Thank-You Page: Choose the confirmation page that users see after submitting a ticket in this category.
The page is shown to guest users only.
«  See Company profile and support portal settings for help to customize your support portal pages.

+  Auto-response: Choose whether to send a confirmation email to the user after they submit a ticket to this
category. This setting over-rules global and department-level auto-responder settings.

«  See Autoresponder Settings for more.
Ticket process options

- Enable ticket stage alerts: Sends a notification to the user when the ticket moves from one stage to the
next. This setting only applies to multi-stage tickets.

«  Stage Transfer Email: Select the template you want to use for the stage transfer email.

«  The item you select here is a template 'set' rather than just an individual mail.
+  You can view and edit the content of the individual mail as follows:
+  Click 'Admin Panel' > 'Emails' > 'Templates'
+  Click on 'Default Email Templates (System Default)’
+  Scroll to the 'End User Templates' section.
+  Click on the 'Ticket Stage Template'
- Edit the content as required
+  See Email Templates if you want more help with email templates.

Ticket stages

«  You can setup category tickets to have a single stage, or multiple stages. Multi-stage tickets let you create a
'step-by-step' process to resolve specific types of issue. Each stage defines the department, priority, SLA
and assignee of the ticket.

«  Forexample, an issue with your website might first go to the support department for verification then onto
the web-dev dept. to deploy the fix. The ticket transitions to the appropriate department/staff member at the
end of each stage.

Click the 'Stage' stripe to add/edit the following settings:
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«  Stage Name: Create a label for the ticket stage
«  Department: The department to which the ticket is assigned at this stage.

- Priority: Severity of the ticket at this stage. The options are Low, Normal, High and Critical. Please note
that staff attending to the ticket can change the priority. See Appendix 2 - Ticket Priorities for general
guidance on priority levels.

«  SLA Plan: The service level agreement which applies to the ticket at this stage.

+  Auto-assign To: The staff member to whom the ticket should be assigned at this stage. The assignee can
re-assign the ticket to another staff member if required.

«  Admin Notes: Add comments about the category. These are internal and not visible in the client portal.
Click 'Add Stage', to create a new stage for the ticket category

+  Click the 'Add Category' button to save the category
Enable / disable a ticket category

+  Open the admin panel (see the last link on the left)

«  Select the ticket category you want to activate / deactivate
«  Click 'Enable' or 'Disable’ at the top:

Click 'Manage' > 'Ticket Categories'

Service Desk » Manage > Ticket Categories

Ticket Categories

@Add Mew Category v Enalfle ebiqﬁ;lu |-'ﬂ Delete

O CATEGORY 12 STAGES STATUS TYPE PRIC

Over heating Public

General Ingyfr Public

Please Confirm

Are you sure want to disable selected categories?

|  Please confirm to continue.

|
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«  Click 'Yes, Do it!" to confirm your action
Edit a ticket category
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Ticket Categories'
+  Click on the name of the ticket category you want to edit.

Update Category

Category Information

Category: * Powser 13sue

Status: * @ Active O Disabled

Type: * & Public Frivate/ Internal

Farent Category: Report a Problem -

"

Mew ticket options

Custom Form: * Assel Infermation v
Thank-you Page: Thank You "
Auto-response: * Disable new tickel aulo-response

Ticket Process Options

Ticket Stages: * B Enable ticket stage alerts
Stage Transfer Default Email Templates (HTML) v
Email: *

Ticket stages

Stage 1: Give troubleshocting instructions

Stage 2: Site Visit & Delete
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+  Edit the settings as required
«  The update process is similar to adding a new category. See above for descriptions of the various settings.
+  Click "Save Changes' for your modifications to take effect

Remove a ticket category
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Ticket Categories'
+  Select the categories you want to remove and click 'Delete' at the top:

Service Desk » Manage > Ticket Categories

Ticket Categories

@ Add New Category  «" Enable @ Disabla

Il CATEGORY Iz STATUS TYPE PRIORIT
Report a Problem 1 Active Public

Over heating

I:‘ o anaral lneieg .| S S Dublin S

Please Confirm

| Are you sure you want to DELETE selected categories? |

Deleted topics CANNOT be recovered.

Please confirm to continue.

{ Yes, Do it!

«  Click 'Yes, Do it!" to confirm removal.

2.3.2 Ticket Filters

Click 'Admin Panel' > 'Manage' > 'Ticket Filters'
+  Ticket filters are rules which implement specific actions on tickets if certain criteria are met.

« Actions include routing tickets to a specific department/admin/staff member, sending an auto-response,
closing/rejecting a ticket, changing the ticket owner, and more.

«  Once saved and made active, the filter is applied to all new tickets received by your organization.
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+  You can create multiple filters and prioritize them with the 'execution order' setting. Filters with a higher
execution order take precedence in the event of a conflict.

Example filters you can create:

+ Identify tickets with device names starting with 'Desktop'. Change the users on those tickets to a specific
user. For example, to the network admin.

- Assign tickets that were auto-created by Endpoint Manager to a particular staff member.
See the following for more help:

+  Open the filter interface

+  Create a new filter

« Activate / deactivate a filter

+ Edit afilter

+  Remove afilter
Open the ticket filters interface

«  Open the 'Admin Panel' (see the last link on the left)

+  Click 'Manage' > 'Ticket Filters'

U = Service Desk »>Manage > Ticket Filters

DASHBOARD
(%) Add New Filter Show 25 records ~

SETTINGS

[  NAME: STATUS = ORDERS RULESs TARGET s DATE ADDED = LAST UPDATED =
v

Ticket Categories

- O Issues with overheating problems Active 5 1 Any 02/11/2020 12:29 pm 02/11/2020 12:29 pm
O

SLA Plans Printer problems Active 10 1 Any 02/11/202012:30 pm  02/11/2020 12:30 pm
APl Keys O Network connectivity Active 3 1 Any 02/11/2020 12:32 pm 02/11/2020 12:32 pm
Pages
Forms Bl 1 Next»
Lists
Assets
Materials
Charging
EMAILS
TIME SHEETS

STAFF

«  Name - The label of the ticket filter

- Status - Whether the filter is enabled or disabled
«  Order - The priority that the filter is executed

+  Rules - The number of rules in the filter

- Target - The channel over which the ticket is received. You can select 'Any', or pick a specific channel like
‘Email', 'Web' or 'API".

+ Date Added - Date and time the filter was created

+ Last Updated - Date and time the filter was most recently edited.

Click on a column header to sort the items in ascending/descending order.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 88



de COMODO

Creating Trust Online®

The ticket filters interface lets you:
«  Create a new filter
+ Activate / Deactivate a filter
+ Edit afilter
+  Remove afilter
Create a new filter
«  Open the 'Admin Panel' (See the last link on the left)
+  Click 'Manage' > 'Ticket Filters'
+  Click 'Add New Filter'

= Service Desk » Manage » Ticket Filters

G) Add I'%v Filter } " Enable @ Disable '@— Delete

O NAME = STATUS = ORDER = RULES =

Issues with overheating problems

O Printer problems Active 10 1

A
Add New Filter

Category Information: Filters are executed based on execution order. Filter can target specific ticket source.

Filter MName: *

Execution Order: * (1..99) [ | Stop processing further on match!
Filter Status: * O Active @ Disabled
Target Channel: * — Select a Channel - -

Filter Rules: Rules are applied based on the criteria.

Rules Matching © Match @ Match Any (case-insensitive comparison) Add New Rule

Criteria: * Al

The new filter form contains the following sections:
+  Category information

«  Filter rules
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- Filter actions
« Admin notes
Category information
«  Filter Name: Enter a unique label for the filter. The name should identify the purpose of the filter.
«  Execution Order: The priority of the filter. The lower the number, the higher the priority.

- Filters are prioritized according to their execution order. If a ticket meets the conditions of multiple
filters, and these conditions conflict with each other, then the filter with the higher execution order is
implemented.

«  Stop processing further on match! - Service Desk will apply the actions in this filter when it finds a ticket
which meets its conditions, then ignore any other filters which match the ticket.

For example, say you have two filters which state different actions for tickets received from
'example@example.com":

Filter A - IF user / email address EQUALS 'example@example.com’, THEN assign to 'Maintenance' dept.
Execution order = 1

Filter B - IF user / email address EQUALS 'example@example.com’, THEN send 'Canned response'.
Execution order = 2

Actions are applied in this order to the tickets received from 'example@example.com':
1. The ticket is assigned to 'Maintenance' dept
2. A canned response is sent

If 'Stop processing further on match!' is enabled in filter A then the ticket is assigned to maintenance, but the
canned response is not sent.

Filter Status: Select whether you want the filter to be active or inactive by default. You can change the filter
status at anytime using the 'Enable'/'Disable' buttons in the ticket filter screen. See Activate / deactivate
filters for help with this.

«  Target Channel: The method by which you received the ticket. For example, over email, via the service
desk support website, over the phone, or auto-generated by Endpoint Manager. Service Desk will only
apply the rule to tickets received over this channel.

Filter rules
- Each rule has a search condition and a search criteria.

+  You can add multiple rules to a filter, and choose to apply the filter if all rules are met, or if any one of the
rules is met.

Match All - Applies the filter if every rule is met
Match Any - Applies the filter if any single rule is met

Filter Rules: Rules are applied based on the criteria.

Add New Rule

Rules Matching Criteria: * Match All @ Match Any (case-insensitive comparison)

Filter Actions: Can be overridden by other filters depending on processing order.

Add rules
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«  Click 'Add New Rule' on the left

Filter Rules: Rules are applied based on the criteria.

Rules Matching Criteria: * O Match Al @ Match Any (case-insensitive comparison) Ma%le
— Select One - o — Select One - - (clear)

+  Define a search rule in the following format:
<Search Parameter> <operator> <Search Criteria>

+  First drop-down - Choose the search parameter. For example, you can search for tickets from specific email
addresses or domains, or by their priority level or category.

«  Second drop-down - Choose the operator (Equal, Not Equal, Starts With, etc)

+  Third drop-down - Type the search term in the text field. What you type here depends on the search
parameter you picked in the first drop-down. For example, it could be an email address, customer name,
user, ticket category efc.

«  Forexample, the rule in the following screenshot will catch all tickets which contain a 'Device Name' that
starts with 'DESKTOP":

Filter Rules: Rules are applied based on the criteria.

Rules Matching Criteria: * Match @ Match Any (case-insensitive comparison) Add New Rule

All

S
3
[=E}

Ticket / Device Name v Starts With v DESKTOP

Filter Actions: Can be overridden by other filters depending on processing order.

+  Repeat the process to add more rules to the filter
Filter actions

Actions are the processes you want to implement when a ticket meets the conditions of the filter.
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Filter Actions: Can be overridden by other filters depending on processing order.

Reject Ticket: Reject Ticket

Reply-To Email: Use Reply-To Email (if available)

Ticket auto- Disable auto-response.

response:

Canned Response: — MNone — i
Department: * — Default — 5
Priority: * — Default — 5
SLA Plan: * — Systemn Default — a
Auto Close: Auto Close

Auto Change User: — Unchanged — ¥
Auto-assign To: — Unassigned — i
Category: — Unchanged — e

The available actions are;

« Reject Ticket: The ticket is not accepted and not added to Service Desk. Your support team will not work
on it.

+  Reply-To Email: An automatic response is sent to the email address from which the ticket was generated.
This applies only if the ticket source is 'Email".

«  Ticket auto-response: If selected, auto-response mails are disabled. The setting here overrides the auto-
response setting of the department to which the ticket is assigned.

«  See Autoresponder Settings to read more on this.
«  Canned Response: Automatically send a preset reply to the user.

«  See Canned Responses to read more about this
«  Department: Assign the ticket to a particular department.

+  Priority: Assign a certain priority level to the ticket. The options are Low, Normal, High and Critical.

«  See Appendix 2 - Ticket Priorities read more on this
«  SLA Plan: Apply a preset service level agreement to the ticket.
+  See Service Level Agreements (SLA) for help to view and manage SLAs
«  Auto Close: Closes the ticket. The status of the ticket changes to 'Closed' in the 'Tickets' interface.

+  Auto Change User: Set the ticket owner to a specific user. All further correspondence will be with the new
user.
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+  Auto-assign To: Assign the ticket to a particular staff member or admin.
«  Category: Place the ticket into a certain help topic.

«  See Ticket Categories to read more on help topics.
Admin notes

«  Add any comments you have about the filter.
Click the 'Add Filter' button at the bottom to save your new filter.
Activate / Deactivate a filter
You can enable or disable a filter at anytime from the 'Ticket Filters' interface
«  Open the 'Admin Panel' (See the last link on the left)
+  Click 'Manage' > 'Ticket Filters'
«  Select the filters
+  Use the 'Enable’ or 'Disable’ links at the top to switch the filter between 'Active’ and 'Inactive’ states

O NAME = STATUS 2 ORDER = RULES = TARGE

Issues with overheating problems

O Printer problems Active 10 1 Any
[l Network connectivity Active 3 1 Any
[l Desktop i 5 Passive

| Please Confirm

|  Areyou sure want to disable selected filters?

Please confirm to continue.

Yes, Do it!

«  Click 'Yes, Do it!" to confirm your selection
Edit a filter
«  Open the 'Admin Panel' (See the last link on the left)
+  Click 'Manage' > 'Ticket Filters'
«  Click on a ticket filter name in the list.
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The 'Update Filter' screen lets you edit the filter configuration as required. The update procedure is same as
explained above.

Remove a filter
«  Open the 'Admin Panel' (See the last link on the left)
+  Click 'Manage' > 'Ticket Filters'
«+  Select the check box beside the ticket filters that you want to remove
«  Click the 'Delete’ link at the top

O NAME = STATUS 2 ORDER = RULES = TARGE

Issues with overheating problems

O Printer problems Active 10 1 Any
O Network connectivity Active 3 1 Any
‘ml Pas 6 1

h 4

| Please Confirm
|

Are you sure you want to DELETE selected filters?

Deleted filters CANNOT be recovered, including any associated rules.

Please confirm to continue.

Yes, Do it!

«  Click "Yes, Do it!" to confirm removal

2.3.3 Service Level Agreements (SLA)
Click 'Admin Panel' > 'Manage' > 'SLA Plans'

+  Service Level Agreement (SLA) plans are an agreement between you and your customer. They define the
length of time before a first response must be sent on a ticket, and the length of time by which the ticket
must be closed.

«  The system default SLA is applied to all tickets unless you apply a custom SLA. You can apply custom a
custom SLA to a ticket category, a ticket stage, or a department.

+  You can apply an SLA to a particular customer by creating a ticket filter (Admin Panel' > 'Manage' > 'Ticket
Filters'").

+  Admins can set alerts if the SLA plan is breached.
Open the SLA interface
+  Click 'Admin Panel' > 'Manage' > 'SLA Plans'
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= Comodo One » Sarvice Desk » Manage > SLA Flans

Service Level Agreements
(%) Add Hew SLA Fian Show 10 recards v
NAME & STATUS 2 ORACE PERIOD [HRS) DATE ADDED = LAST UPDATED 2
Draf vl SLA 1 48 02/04/2016 521 pm 030/ 2016 5:21 pm
& for Dithers t 3a 03/04/2077 412 pmi 01 /0y 200 7 412 pm
Pra Mext

Column Headers
+  Name: The name of the SLA. For example, you could name plans after the customer to whom they apply.
- Status: Indicates whether the SLA is enabled or disabled. Only active plans have an effect on tickets.

«  Grace Period: Shows how long a ticket can remain open before it is marked as overdue. Your team should
aim to close tickets within this time period.

+ Date Added: The date on which the SLA was created.

+ Last Updated: The date and time the SLA was most recently updated.
Select an SLA plan and click 'Enable' or 'Disable" at the top to make it active/inactive.
Add a new SLA

+  Click 'Admin Panel' > 'Manage' > 'SLA Plans'

«  Click 'Add New SLA Plan' at the top:
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Service Level Agreements

Show 10 recands

Service Level Agreement

Add Mew SLA Plan

Tickets are marked cverdus on grace periad vielation,
[P

Grace Period. * [ in dcrs )
Satus®

B Active O Dissbled

Transant LA e b deamitan on tieket transtar o halp topie chan ge
Sreendue and Wairing Aleds Dizable creerdue and warreng aleris notces. ((eende global s#thg)

Evel: * Clese
Waming Laval fujd Warning Leve
Breach action Trigoer & email 1o GUBueSgent Tanager

Hours of Dperation Fall support

Admin Notes: Inlarnal noles.

+  Name: Enter a unique label for the SLA. For example, you could name it after the customer to whom it
applies.

- Grace Period: Enter the max. length of time a ticket can remain open before it is marked 'Overdue’. The
timer starts from the moment the ticket was submitted.

- Status: Activate or deactivate the SLA. Inactive plans have no effect on tickets.

- Transient: Transient plans are overridden if the ticket is transferred to a department or category with a
different SLA. This includes by the default/system SLA.

«  Overdue and Warning Alerts: If enabled, you will not get overdue and warning alerts for tickets that
breach the SLA.

«  Event: Choose whether internal alerts are sent if certain actions are not taken by the end of the grace
period.

«  First Response - An alert is sent to admins/staff if a ticket is not replied to within the grace period.
+  Close - An alert is sent to admins/staff if a ticket is not closed within the grace period.

«  Warning Level: Warning levels let you generate alerts before the grace period ends. You can set as many
alerts as required. Click 'Add Warning Level' to get started:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 96



cCOMODO

Creating Trust Online®

/

f

Warning Level: Add Warning Level

reach action Trigger an email to queue/agent manager

5]
5

+ Level - Enter the % of the grace period that must elapse before the alert is sent. For example, if the
grace period is 48 hours and you enter 25% here, then an alert is sent after 12 hours.

+  Action - Choose whether to send an email or an SMS to the admin, or increase the ticket's priority
level.

‘Waming Level:

Leval %) 25

Action Trigger an email to queus/sgent manager i

Trigger an emall to queuesagent manager
Trigger an SMS to queue/agent manager, defined numbers
Increase the priority

«  Breach Action: Select the action to be taken if the ticket is not closed in time.
+  Hours of Operation: Choose 'Full Support' and 'Business Hours'".

«  Full Support - Your support team is considered available to work on the ticket 24 hours per day.

«  Business Hours - Support is available during your business hours. You can define your business
hours in Settings > System > Business hours.

For example, say your SLA specifies a 'Grace Period' of 12 hours, and your business hours are 9 AM -
5 PM, Mon-Fri. If a ticket is submitted on a Sunday, the SLA will start counting on Monday morning at 9
AM (for 8 hours) and continue on Tuesday (for max. 4 hours). The SLA is breached if the issue is not
solved by Tuesday 12 PM.

Admin Notes
Add any notes related to the SLA Plan for internal purpose.
+  Click the 'Add Plan' button to save your new plan.
Edit an SLA plan
«  Open the 'Admin Panel' (see the last link on the left)
+  Click 'Manage' > 'SLA Plans'
+  Click on the SLA Plan name in the list.

The Update SLA Plan screen will be displayed. The update procedure is same as explained above while adding a
new SLA Plan.

Delete an SLA plan
+  Open the 'Admin Panel' (see the last link on the left)
+  Click 'Manage' > 'SLA Plans'

+  Select the SLA Plan that you want to delete from the list, click the 'Delete' button at the top of the screen
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and confirm it.

2.3.4 API Keys
Click 'Admin Panel' > 'Manage' > 'API Keys'

«  Comodo One (C1) contains several modules that help IT managers to keep their organization's computers
running smoothly. Some of the modules like Endpoint Manager (EM) are capable of automatically sending
tickets to Service Desk via API.

+  You can integrate Service Desk to your own applications through API. Once integrated, you can submit and
manage tickets using your own interfaces.

«  Service Desk requires API keys to authenticate C1 modules and custom applications that submit tickets.
«  Administrators need to specify the IP addresses from which these applications can access Service Desk.
«  Service Desk auto-generates API keys for these IP addresses to authenticate access requests.

The 'API Keys' interface lets administrators create and manage keys used to communicate with external devices that
access Service Desk.

Open the 'API Keys' interface
«  Open the 'Admin Panel' (see the last link on the left)
«+  Click 'Manage' > 'API Keys'

]
= ComodeOne > Service Desk » Manage » AP1 Keys

APl Keys
@ Add Hew AP Hey Shaaw 10 réscords
APIKEY & IP ADDR. % STATUS ¢ DATE ADDED & LAST UPDATED #
BIA0DERDO434 0 TRACHEDARGFOD 558 1 4F 127.0.0.1 03/04/ 2016 521 pm 03/04,/ 2016 5:21 pm
< Frev 1 Next=

« APl Key: The key generated for the IP address shown in the 2nd column
+ IP Addr: IP address of the endpoint or network for which the key was generated
+  Status: Indicates whether the key is enabled or disabled
+  Date Added: The date on which the key was generated
+ Last Updated: Time and date that the key was most recently edited.
Select an API key click the 'Enable’ or 'Disable’ link at the top, to make it active or inactive.
«  Click a column header to sort items in ascending/descending order
«  The 'Show records' drop-down on the right allows you to select the number of entries to be displayed per
page.
Generate a new API key
«  Open the 'Admin Panel' (see the last link on the left)
+  Click 'Manage' > 'API Keys'
+  Click 'Add New API Key' at the top
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API Keys

(+) Add New API Key

API KEY =

API Key

Add New API Key

APl Key is auto-generated. Delete and re-add to change the key.

Status: & Actve Dizabled

IP Address: *

Services: Check applicable APl services enabled for the key.
Can Creata Tickets (XML ISON/EMAL)

Can Execule Cron

Admin Notes: Internal notes.

+  Status: Activate or disable the key. Service desk will not accept connections from disabled keys.

« IP Address: Enter the IP address of the connecting client. A single API key can be shared by a group of
clients by entering the '%' symbol at the end. For example, 10.10.0.% will cover all clients in the subnet
10.10.0.0/24.

+ Can Create Tickets (XML/JSONE/EMAIL): If enabled, clients can create and submit tickets using
XML/JSONE scripts.

«  Can Execute Cron: If enabled, Service Desk allows external schedulers to run (Linux crontab) for various
tasks. The external scheduler can only be set by system administrators at the time of Service Desk
installation.

« Admin Notes: Add any additional informational about the key. For example, you could use this space to
leave configuration notes.
«  Click 'Add Key' to save the key and make it available for selection
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Edit an API Key

«  Open the 'Admin Panel' (see the last link on the left)

+  Click 'Manage' > 'API Keys'

«  Click a key in the list.

«  This will open the update key screen. The configuration is the same as that for adding a new API Key.
Delete API Keys

+  Select the key(s) that you want to delete then click the trash can icon above the table.

2.3.5 Client Portal Pages
Click 'Admin Panel' > 'Settings' > 'System".

The client portal, or helpdesk, is the website that your users visit to submit tickets or read your support content. The
portal is automatically created when you sign-up for a Comodo One account.

«  The URL of your portal is https://<your company name>.servicedesk.comodo.com. For example,
https://lacme.comodo.servicedesk.com.

+  You can enable or disable the portal at 'Admin Panel' > 'Settings' > 'System'. See Service Desk System
Settings if you need more help with these settings.

+  You can add knowledge articles and FAQs to the portal to build a repository of information to deal with
common issues. You can also add custom forms to more effectively route tickets to the correct department.
See Configure Your Support Center Page if you want help with this.

«  The 'Site Pages' area lets you view and manage the content of your portal. There are four types of pages:
+ Landing Page: Home page of your customer support center.
- Offline Page: Displayed when the service center is not available.
«  Thank You Page: The page that is displayed after a user submits a ticket.
«  Other: Pages that can be used for general content.

+  Service Desk ships with one page of default content in each of the 'Landing', 'Offline and 'Thank you' page
types. You can edit these pages and also create multiple versions of each type. However, only one page of
each type can be live at any time. This is configured in the Settings > Company Profile screen.

Site Pages
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Pages'
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DASHBOARD
Site Pages
SETTINGS
(¥) AddNew Page o Enable (Z)Disable Tl Delete Show 25 records =
-
Ticket Categories O NAMES STATUS = TYPE 2 DATE ADDED < LAST UPDATED 3
Ticket Filters
SLA Plans O Landing Landing Active (in-use) 04/30/2018 1:55 pm 04/30/2018 1:55 pm
APl Keys O Thank You Thank-you Active (in-use) 04/30/2018 1:55 pm 04/30/2018 1:55 pm
O Offline Offline Active (in-use) 04/30/2018 1:55 pm 04/30/2018 1:55 pm

Forms

Landing_second Landing 02/18/2020 1:15 pm 02/18/2020 1:15 pm

Lists

Assets
Next»

R
o
[’}
g
o

Materials

Charging

EMAILS

+  Click on any column header to sort the items in ascending/descending order of entries in that column.

Column Headers
«  Name: The label of the page

+  Click the name of a page to view or edit it.

«  Type: The webpage on the support portal for which the content from this page is used. Possible values are:
Landing, Thank-You, Offline and Other.

- Status: Whether the page is active or disabled

«  Select a page and click the 'Enable' or 'Disable’ link at the top to activate or deactivate it
+  Date Added: The date on which the page was added

« Last Updated: The date and time the page was edited and updated
The interface lets you:

« Add a new site page

- Edit a site page

+ Remove a page
Add a new site page

+ Open the admin panel (see the last link on the left)

+  Click 'Manage' > 'Pages'

+  Click 'Add New Page'
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‘ = Service Desk » Manage >

Site Pages

Enable () Disable Tl Delete Show 25

(3) ada %\- Page

NAME = STATUS = TYPE = DATE ADDED = LAST UPD

Landing (in-use) 04/30/2018 1:55p
Add New Page
Page information
Mame: *
Type: * — Select Page Type — v
Status: * ) Active @ Disabled

Page body: Ticket variables are only supported in thank-you pages. *

<> 1 Aa B I

=
I=
=]
o
i
i
i
i
B
[
i
8
"I
|

Admin NotesInternal notes.
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Page Information
«  Name: Enter a unique label for the page

«  Type: Select the support portal page for which this content is intended. The options are landing page, offline
page, thank-you page and other.

+  Status: Choose whether to activate or deactivate the page
Page Body

-« Paste the content for page in the rich text editor. Please note that ticket variables are only supported in the
"Thank-you' pages.

Admin Notes
+  Add any comments related to the page for internal reference.
+  Click 'Add Page' to save the page.
View or edit a site page
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Pages'
+  Click the site page in the list.
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Site Pages

@ Add New Page Show 25 records v
] NAME = STATUS = TYPE = DATE ADDED = LAST UPDATED =
L4 Landing (in-use) 04/30/2018 1:55 pm 04/30/2018 1:55 pm
| Tharjk You Thank-you (in-use) 04/30/2018 1:55 pm 04/30/2018 1:55 pm
Update Page

Page information

Mame: * Landing
Type: * Landing page
Status: * @ Active Disabled

Page body: Ticket variables are only supported in thank-you pages. *

<> 49 A B I U A @A F = =2 = = W N H o

Welcome to the Support Center

In order to streamline support requests and better serve you, we utilize a support ticket system. Every support request is
assigned a unigue ticket number which you can use to track the progress and responses online. For your reference we
provide complete archives and history of all your support requests. A valid email address is required to submit a ticket.

Admin Notesinternal notes.

The Landing Page refers to the content of the Customer Portal's intial view. The template modifies the content seen above
the two links Open a New Ticket and Check Ticket Status.

«  The update procedure is similar to adding a new page. See above for more details.
+  Click 'Save Changes' for your modifications to take effect.

Remove a site page
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«  Open the admin panel (see the last link on the left)

+  Click 'Manage' > 'Pages'

+  Select the page that you want to delete from the list

+  Click 'Delete’ and confirm the deletion in the 'Confirmation' dialog.

+  Please note that pages that are active and being used (displays as Active (in-use)) cannot be deleted.

2.3.5.1 Configure Your Support Center Page
«  Your support center page allows end-users to submit tickets, track tickets and read your support content.

«  This page will be automatically created once you sign-up for a Comodo One account. The URL of the page
is: https://<your company name>.servicedesk.comodo.com

SUPPORT CENTER ot St

Support Ticket System

{3 Support Center Homa Knowledgebaze | OpenNew Ticket |3} Check Ticket Statuz

Welcome to the Support Center

In order to streamline support requests and better serve you, we vhilize a support ticket system. Every support request 1s assigned a unique ticket number
which you can nse to track the progress and responses online. For your reference we provide complete archives and history of all voor support requests.
A valid email address is required to submit a ticket.

Open A New Ticket Check Ticket Status

u *  Please provide as moch detail as possible so we can best 0 We provade archives and history of all your corrent and
azzeet you. To update a previouwsly submitied tacket, past support requests complete with responszes.
pleaze login

Check Ticket Status
Open a New Ticket

Be zure 1o browse oor Frequently Asked Questions (FAQz), before opening a ticket,

Copyright © 2018 COMODO Secunty Schrtions All Righis Resarved,

«  Open and customize your Support Center home page
+  Create knowledge-base articles and FAQs (optional)
+  Create ticket categories and ticket stages to route tickets to the appropriate departments (optional)
+  Create custom forms to gather information which is essential to answer a request (optional)
+ Create canned responses so staff can quickly answer common questions (optional)
+  Create custom 'Offline’ and 'Thank you' pages (optional)
Open and Customize your Support Center home page
+  You can view your support center page at https://<your company name>.servicedesk.comodo.com
+ Ifrequired, you can find your company name as follows:

+ In C1 - Click 'Management' > 'Account’
 In Service Desk - Click 'Admin Panel' > 'Settings' > 'Company'.

Please note, only the first word from your company name is used in the URL. For example, if your company
name is 'Acme Corp', then your URL will be https://acme.servicedesk.comodo.com

The support center page has three tabs, 'Support Center Home', 'Open New Ticket' and 'Check Ticket Status' by
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default. The Knowledgebase tab will be available depending on the settings configured by the administrator.

+  Support Center Home - Displayed by default when a user opens the support center. It contains links for
users to create new tickets and view the progress of existing tickets.

+  Knowledgebase - Allows users to read frequently asked questions (FAQs) on the area which they need
help. FAQs can help users to find solutions for common issues before generating a ticket.

«  Open New Ticket - Allows users to create new support tickets

+  Tickets - Lets users view the details and progress of their tickets
You can customize the company logo and the content displayed on the 'Home' page.
Company Logo

The default logo shown on the page simply says 'Support Center - Support Ticket System'. You can replace it with
your company logo as follows:

+  Click 'Admin Panel'

+  Click 'Settings' > 'Company'

- Scroll down to the 'Logos' section

+  Choose 'Use a custom logo'

+  Click 'Browse..." then locate and upload the image file you wish to use

+  Click 'Save Changes' for your settings to take effect

Service Desk = Comodo One » Service Desk > Settings > Company
DASHEOARD )
Landing Page: * Landing =
LF SETTINGS v
Cifline Page: * Dffline i
company L ]
System Default Thank- Thank You =
You Page: * AT
Tickets ouTage
Users
Logos
Ernails 9
Access Control Settings
Knowledgebase System Default Logo
Autoresponder
Alerts & Nofices
. SUPPORT CENTER
MANAGE Support Ticket System
EMAILS
TIME SHEETS Use a custom logo
STAFF
Upload a new i Browse... Mo file selected.
ANNOUNCEMENTS |
ogo:
REPORTS

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 106



Creating Trust Online®

Comodo One - Service Desk AdmmrstraforGuIée COMODO

/
el /

f

See Configure Company Profile if you need more help with this.
Welcome Message

The default welcome content on the home page explains how end-users can use the portal to submit and track
tickets. You can customize this content by creating a new 'Landing Page'.

To create the new page content:

+  Click 'Admin Panel'
+  Click 'Manage' > 'Pages'

«  Create a name for your page and select 'Landing Page' as the type. The landing page determines
the content shown on the support desk 'Home' page.

+  Select 'Active’ as the status then enter your new content in the 'Page Body' field.
+  Click 'Add Page' to save the page.
To apply the new content to the portal:
+  Click 'Settings' > 'Company'
+  Scroll down to the 'Site Pages' section
+  Choose your new page in the 'Landing Page' drop-down
«  Click 'Save Changes' at the bottom to put the content live

+  You can follow a similar process to modify the content of the 'Offline’ and "Thank-You' pages.
Create knowledge-base articles and FAQs (Optional)

«  The 'Knowledgebase' tab contains FAQs intended to help users find answers to common issues.
«  FAQs are a good source of first-line support and can also reduce staff workload:

SUPPORT CENTER G 1

Support Ticket System

{3t Sopport Center Home [ Enowledgebase [} OpenNew Ticket [} Check Ticket Status

Frequently Asked Questions

| — All Categories — | Search

| — All Caiegnries — w |

Click on the category to browse FAQa.

I ‘s, Computer going shaggish (3)
s lzzues related to computers gomg slow

E oy Imternet Conmection (1)

questione on Internet Connaction

‘E Primter Issues (1)

Iszues related 1o printing documents using network printer

', ‘% Requests for (uotes (2)
- FAQs related to penerating price quotes for products, services and software.

Copyright © 2018 COMODO Security Soltions All Rights Rasarved

«  You must first create an FAQ category then add individual FAQs to the category. For example, the category
'Internet Connectivity' may contain the FAQs 'How do | connect through a proxy server' and 'l can't connect
to the internet'.

« To create a category:
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+  Click 'Staff Panel' > 'Knowledgebase' > 'Categories'
+  Click 'Add New Category'

«  Create the category name and description. Choose whether it should be a public or private
category and select to whom the FAQ should be visible

+  Click 'Add".
+  Once you have created your categories, you can add individual FAQ's in two ways:

«  From A Ticket - Staff can add tickets which they have successfully answered as knowledgebase
entries.

+  Click 'Staff Panel' > 'Tickets' > 'Open'’ (or one of the other ticket categories)

+  Locate and open the ticket you wish to add as an FAQ

+  Click 'More' > 'Create KB Entry'

«  Select the category under which the FAQ should be placed.

+  Specify whether the FAQ should be internal or external.

+  Click 'Add FAQ'

+  Once saved, the entire ticket, including all replies and solutions will be posted as an FAQ
«  From the Staff Panel - Staff can manually add FAQs to categories as follows:

+  Click 'Staff Panel' > 'Knowledgebase' > 'FAQs'

«  Click on the appropriate FAQ category from the list in the lower half of the page

+  Click 'Add New FAQ'

«  Type the question label, select 'Public’ or 'Internal' and type the answer (if you choose 'Internal' the
FAQ will not be available for end-users)

+  Upload attachments and select related issues if required
+  Click 'Add FAQ'
The rest of the info in this step contains more help to create categories and individual FAQs:

Create and manage categories
«  Open the 'Staff Panel'
+  Click 'Knowledgebase' > 'Categories'
+  Click 'Add New Category'
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show 25record ¥ Sear
TYFE = FAQS ¢ LAST UPDATED

Internal

FAQ Category

Add New Category

Category information
Category Type : O Public (publish) ® Private (internal)
Visible for role : O All @ Only Selected

Role

Visible for Customer : © All @ Only Selected

Customer

Category Description: Summary of the category.

<» ¥ am B I U A A & =B B W E (w X HE o F -

Internal Notes

«  Category Type: Choose 'Public' for the FAQs added under this category to be available in the
support center page.

« Visible for Role: Specify which staff roles can view the FAQs in the category. Select 'All' to let staff
with any role view them.

«  Visible for Customer: Specify which customer's users are allowed to view the FAQs in the
category. Select 'All" to allow users from any company to view them.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 109



Comodo One - Service Desk -____Ag_miﬁist'fé"f6ﬂr_—_é_g_ide coMOoDO

Creating Trust Online®

e

«  Category Name: Enter a short, descriptive name for the FAQ category.
«  Category Description: Enter a brief description for the category.
+ Internal Notes: Add notes that can be viewed by staff and admins.

+  Click the 'Add' button to save the category.

+  Repeat the process to add more categories.
To add FAQs in a category
«  Open the 'Staff Panel'
+  Click 'Knowledgebase' > 'FAQs'
+  Click the name of the category to which you want add a FAQ.
+  Click on 'Add New FAQ'

Service Desk = Ccomodo One > Service Desk > Knowledgebase > FAQs

DASHBOARD i
Frequently Asked Questions
-, USERS
TICKETS Category Mame : Computer going sluggish - Public
Cat D iption : | lated t ut [ low
E] T nIE egory Description : |ssues related to computers going slo
~ Last updated 05/10/2017 3:13 pm
FAQs
Categories

Canned Responses
@ Add New FAQ 7, Edit Category ﬁ' Delete Category
MY TIME SHEETS

[ client computer is running out of RAM memory![9040] - F

CALENDARS

The 'Add New FAQ' screen will be displayed.
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FAQ

Add New FAQ

Question

Category Listing: FAQ category the question belongs to

Computer going sluggish (Public) b

Listing Type: @ ® Public (publish) © Internal (private)

Answer
*» 49 A B I U A @O 5 m@mB =2 = ™" L [ B oo = 0 0—

Attachments (optional) Select files to upload.

Browse... Mo file selected.

Help Topics: Check all help topics related to this FAQ.

[ Access Issue

[ Access to Sharepoint

[] Assemble and test web server
[ General Inguiry

| Report a Problem

[ screen Blinking

Internal Notes:

+  Question: Enter the question label. For example, 'How do | change my account password?".
«  Category Listing: By default the category chosen from the 'Settings > FAQs' page will be
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selected. If you want to change the category, choose the new category from the drop-down
+ Listing Type: Choose 'Public', for the FAQ to be visible to the users in the support center page.
«  Answer : Enter the solution for the question in the text field.

«  Attachments: Click 'Browse' to add attachments to the FAQ. Attachments you add here will be
available for download from the support center page.

- Categories: Select ticket categories that should be listed as 'related' in the FAQ. This will also help
users to locate the FAQ if they search by ticket category in the support center page.

« Internal Notes: Add internal notes, if any, for the FAQ. This will be visible only to the staff and the
administrators.

«  Click the 'Add FAQ' button at the bottom.

The FAQ entry will be added and published. It will be listed under the respective category in the support portal.
+  Repeat the process for adding more FAQ entries.

Create ticket categories and ticket stages to route tickets to the appropriate departments (Optional)
«  'Ticket Categories' are help topics which end-users can select when creating a ticket.

- Ticket categories are placed at the ticket creation stage and are usually prefixed with statements like
'Please choose the type of support you need:'

«  Forexample, you might have ticket categories called 'Billing', ‘Technical Support', '"Account Changes', etc.
Ticket categories can help your business to:
+ Route tickets to the appropriate department and staff

+  Choose which form is shown to the end-user. You can create custom forms to collect information specific to
a certain request type. See later if you want help with this.

«  Choose the service level agreement (SLA)
«  Set the priority of the ticket
+  Set which auto-responder and thank-you pages are shown after ticket creation

«  You can also set certain ticket categories to generate multi-stage tickets, where two or more steps must be
completed by your company before the ticket is resolved.

To add a Ticket Category
«  Open the 'Admin Panel'
+  Click 'Manage' > 'Ticket Categories'

The list of available 'Ticket Categories' will be displayed.
+  Click 'Add New Category'
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Ticket Categories®@

CATEGORY 2 STAGES STATUSE

W
Add Hew Category

Category Information

Calegory. *

Status: * @ active O Disabled

Tyvpe: ® @ Public O Privata/insemal
Farent Categary: * — Top-Leval Catagory —

New ticket options

Cubom Forme * Use Panert Fonm
Thank-you Fage

Auto-responee * Disahle new tickat aUnresponse

Tieket Process Options
Ticket Stages: *

Stage Transfer Email: *

Tickel stages

Category Information

- Category: Enter a unique name for the ticket category. This should be a support 'topic' that you want to
present to end-users for selection. For example, 'Billing Inquiries', "Technical Support' etc.

- Status: Select whether the ticket category should be active or not. Only active ticket categories will be
available for selection. You can change the status at any time using the 'Enable’/'Disable’ links in the
'Category' interface.

«  Type: Choose 'Public' to make the ticket category available for selection on the support center page
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«  Parent Category: (optional). Choose a master category for this topic. Choosing a parent category means
this category becomes a child of the parent.

New Ticket Options

«  Custom Form: Select the form that should be shown to users if they select this category. You can do this
even after creating the ticket category. Custom forms are explained later in this section in Create custom
forms to gather information which is essential to answer a request (optional).

«  Thank-You Page: Choose the confirmation page that will be shown after submitting a ticket with this
category. Thank-you pages are shown to guest users only. See Client Portal Pages if you need help to
configure client portal pages.

«  Auto-response:; Determines whether an automatic email should be sent to the user. This setting overrides
the auto-responder settings for the selected Department and global Autoresponder settings.
Ticket Process Options

- Ticket Stages: If enabled, a notification mail is sent to the end-user when the ticket proceeds from one
stage to the next. Applies only to multi-stage tickets.

+  View/edit the default ticket stage email - Click 'Admin Panel' > 'Emails' > ‘Templates' > click
'Default Email Templates (System Default)' > scroll down to the 'End User' section.

- Stage Transfer Email: Select the template you want to use for the stage transfer notification.

«  The item you select here is a template 'set' rather than just an individual mail.

«  To create a custom stage transfer email, you must first create a template set then edit the transfer
mail within that set.

«  The new set can also house all your other custom mail templates.
«  You can create new template sets in 'Admin Panel' > 'Emails' > "Templates'.
See Email Templates if you need more help.

Ticket Stages

- Ticket stages allow you to set up a 'step-by-step' process to resolve tickets of a particular category.

+  Each stage lets you define the department, priority, SLA and person that the ticket is assigned to. This
allows you to transition the ticket to the appropriate staff/dept. at each stage of its life-cycle.

+  You can also configure ticket categories to close a ticket with a single stage, to be backwards compatible
with previous versions.

By default, each ticket category has at least one stage. The stage attributes allow you to:
+  Route ticket to departments like maintenance, sales or support
+  Change the priority to low, normal, high or critical.
+  Redefine SLA plan
+  Auto-Assign to staff / agent
+  Click the 'Stage Number' stripe to add/edit the following parameters:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 14



COMODO

Creating Trust Online®

T It
~ f

Ticket stages

Stage Mame: *

Department: — System Default — b
Priority: — system Default — =
SLA Plan: Department’s Default "

Auto-assign To: — Unassigned — N

Admin Notes: Internal notes about the categor

Stage name: Enter a label for the stage. For example, 'Issue Evaluation' or '‘QA & Testing'.
- Department: Select the department that the ticket should be routed to at this stage in its lifecycle.

+  Priority: Select the priority level for tickets with this ticket category. Options are Low, Normal, High
and Critical.

«  SLA Plan: Select the service level agreement associated with tickets on this category. See
Service Level Agreements (SLA) for more details on SLAs

- Auto-assign To: Select the staff member or team that the ticket should be assigned to at this
stage. Please note the assignments configured in Ticket Details will override this setting.

«  Admin Notes: Add any notes related to the ticket category for internal purpose. This will not be
visible in the client portal.

+  Click 'Add Stage' to create another step for the ticket category

Note: The stages are listed under 'Ticket Workflow' in the 'Ticket Details' interface. On completion of a stage by the
technician attending to it, the technician should click the 'Complete’ button beside the stage.

Ticket workflow:

NAME STATUS ACTION

+ Complete

Stage 1: Generate Quote Completed

Stage 2: Generate Purchase Order In Progress 'O Revert stage

Stage 3: Delivery of the Asset Mot Started
Stage 4: Installation on premisis Mot Started
Stage 5: Demo Mot Started
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The ticket will be automatically assigned to the Department/Staff member of the next stage. See Ticket Details for
more details.

« Click the 'Add Category' button at the bottom of the screen for the settings done in the page to take effect.
See the section Ticket Categories for more details.
Create Custom Forms to gather information which is essential to answer a request (optional)

« You can configure service desk to show a custom form to users when they select a specific ticket category.

+ You can modify the fields on a custom form to collect the exact information that your team will need to
answer questions on a certain category.

«  You can create custom forms in the 'Forms' interface and associate them with ticket categories in the
'Category' interface.

Create a custom form
«  Open the 'Admin Panel'
+  Click 'Manage' > 'Forms'

The list of available 'Built-in' and 'Custom' forms will be displayed.
+  Click on 'Add New Custom Form'

Custom Forms®@

BUILT-IN FORMS = LAST UPDATED

(] Contact Information 04/30/2018 1:55 pm

& Ticket Details 04/30/2018 1:55 pm

Company Information 04/30/2018 1:55 pm

] Customer Information 04/30/2018 1:55 pm

« Prev 1 MNext
Show 25 records e G
] CUSTOM FORMS = LAST UPDATED =
Asset Information 04/30/2018 1:55 pm
] Troubleshooting 02/21/201911:18 am

The 'Add new custom form section' interface will appear to create a form with required form fields:

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 16



Creating Trust Online®

Comodo One - Service Desk AdmmrstraforGuIée COMODO

/
el /

f

Add new custom form section

Custom forms are used to allow custom data to be associated with tickets

Title: * |

Instructions:

Form Fields fields available for ticket information

SORT LABEL TYPE INTERNAL REQUIRED VARIABLE DELETE
s Short Answer e
s Short Answer ~
s Short Answer ~
s Short Answer ~

Internal Notes: be liberal, they're internal

« Title: Enter a label for the form. This will be displayed as the section title of the form in the 'Open a New
Ticket' interface of the Support Center page.

« Instructions: Enter instructions to be shown to the user for filling the details in the form.

The list of fields to be included in the form is displayed as a table. Enter the details for each form field one-by-one as
described below:

+  Sort: Drag and drop to sort the field rows that will be displayed in the same order in the client portal for the
ticket

+  Label: Enter the name of the field label that will be displayed in the 'Open a New Ticket' interface

«  Type: Select the type of input expected from the user. The options available are short answer, long answer,
date and time, phone number, checkbox, choices and section break. In addition, you can select from built-in
lists and custom lists. See Appendix 1 - Field Types in Custom Forms and Custom Lists for more
details on field types.
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| Basic Fields

Long Answer
Date and Time
Phone Mumber
Checkbox
Choices
Section Break
Built-in Lists
Priority Level
Asset Type
Ticket Category
Custom Lists
Date Lists INT
FAQs
fesis

ma

Shart Ancwear ¥

+ Internal: Leave this option unselected for the form field to be available in the the 'Open a New Ticket'
interface of the support center page.

+ Required: If selected, the field is marked as mandatory. The ticket cannot be saved or submitted until valid
data is entered/selected for the field.

« Variable: Enter the variable name for the field data that can be used in email templates for sending
automated messages. For example if you use the variable name 'model' for the Model Number field, then
the variable %{model} can be used in email templates for fetching the values entered in this field. See
'Email Templates' for more details.

«  Delete: To delete a field from the form, select the check box and click the 'Save Changes' button at the
bottom to remove the selected form.

+  Click 'Add Form' to save the form
After saving the form, the configuration option for each one of the form fields will be available.

TYPE I

Date and Time "‘ [# Config .

Short Answer v

+  Clicking on the 'Config' button beside a form field will display the properties screen for the selected field.
This property screen depends on the type of form parameter chosen. For example, the property screen for
Date is shown below:
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Field Configuration — Date

Time: ¥ Show time selection with date picker
Timezone | Show datestime relative to user’s timezone
Aware:

Earliest:

Earliest date selectable

Latest:

Allow Future # Allow entries into the future
Dates:

Help Text:

Help text shown with the field

+  Configure the field as required and click 'Save'
Repeat the process for configuring each field
+  Click 'Save Form'
The from will be now available for associating with a ticket category.
«  Repeat the process to add more custom forms.
To associate a custom form to a ticket category
«  Open the 'Admin Panel'
+  Click 'Manage' > 'Ticket Categories'
The list of available 'Ticket Categories' will be displayed.
+  Click the ticket category to which you want to add a custom form

+  Choose the custom form to be associated with the ticket category from the 'Custom Form' drop-down under
'New Ticket Options'
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New ticket options

Custom Form: * — Use Parent Form —

— None —
— Use Parent Form —

Thank-you Page: Asset Information

Phone Nurmber
Troubleshooting FAQ
Username

Auto-response: *

+  Click 'Save Changes'

The selected form will be displayed along with the standard 'Built-in' form in the 'Add a New Ticket' interface of the
support center page, when the user chooses the ticket category.
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SU P Po RT c E NTE R Blondie Dagwood | Profile | Tickets (11} - Sign Out

Support Ticket System

{% Support Center Home Knowledgebase |- Open New Ticket = Tickets (11)

Open a New Ticket

Please fill in the form below to opan a naw ticket.

Help Topic: | Access Issue Y|
Email: sumestdomestic@gmail com

Client: Blondie Dagwood

Nickname

Enter the nickname of the user

Mick Name:

Enter your mickname here

Ticket Details

Please Describe Your lssue

Issue Summary: *

<> 49 B I W N E &

=
L
1]
1]
&

i

il

"
I
(Ep

Details on the reason(s) for opening the ticket.

The data entered in these fields by the user will be displayed to the technician attending to the ticket, in the Ticket
Details interface. Getting granular details specific to the issue type helps technicians to quickly diagnose the issue
and resolve it.

Create canned responses so staff can quickly answer common questions (optional)
+  Canned responses are pre-defined messages which can be used in reply to user support requests.
+  Staff can quickly insert these messages as answers to common or routine issues when replying to a ticket.
+  Service Desk allows admins and staff to create a repository of canned responses.

«  You can also insert variables like user name and ticket number so that canned responses will contain
values pertinent to each ticket.

To add and manage canned responses
«  Open the 'Staff panel
+  Click 'Knowledgebase' > 'Canned Responses' on the left
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The list of canned messages will appear.
«  Click 'Add New Response'

Service Desk Comodo One > Service Desk > Knowledgebase

DASHBOARD
Canned Responses o
USERS
b Add New@;sponse
TICKETS
| H] xnowLepceBASE o TmEs
FAQsS
Categories = [=% what is osTicket (sample)?

Canned Responses

MY TIME SHEETS

The 'Add New Canned Response' interface will open.
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Add New Canned Response

Canned Response Settings

Status: € @ Active O Disabled

Department :

All Departments v

Canned Response: Make the title short and clear

Title

Canned Response * (Supported Variables)

<> 9 A B I U A A §F§ = =2 &E E Kk MO HEH ©

L
|
b

Canned Attachments (optional)

| Choose File | No file chosen

You can upload up to 10 attachments per canned response.

Internal Notes: Notes about the canned response

Canned Response Settings
- Status: Choose whether the canned response should be enabled by default or not.

+  Active: The 'Canned Response' will be enabled and will be available for selection while processing
a ticket, from the 'Response' drop-down in the 'Ticket Details' interface. See Ticket Details for
more details.

+ Disabled: The canned response will not be available for selection in the ticket details interface.
You can enable the response at anytime.

+  Department: Select the department to which the 'Canned Response' will be assigned. The response will be
available for tickets that are assigned this department. If 'All Department' is selected, then it will be available
for all ticket responses.

Canned Response

«  Title: Enter a suitable title for the pre-made reply.
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«  Canned Response: Enter the reply text in the text editor. You can also insert variables into the text to fetch
relevant information for the ticket from the database. To view the full list of variables available in Service
Desk, click the 'Supported Variables' link.

Canned Response * (Suppgried Variables .
’ i‘%h Ticket Variables
<@ 1 & & B please note that non-base variables depend on the context of use.
Base Variables Other Variables
ticket.id) Ticket 1D {intesnal ID) Simessage) INCOMing message
%{ticket. number) Ticket nurniber (external 10) Siresponse) Oulgoing response
%{ticket. email} Email address %{comments}  Assign/transfer comments
%fticket. name} Full name — see name expansion %{note} Internal note (expandabile)
%{ticket. subject} Subject %{assignes} Assigned staffteam
%{ticket. phone} Phone number | ext %iassigner} Staff assigning the ticket
%{ticket. statws) Status Sefurf} C1 Service Desk's base url (FODN)
Bllicket. priority) Priarity Resel link used by the password
%{ticket asset) Asset type iresetlink  aset feature
%i{ticket.categoryl  Category Mame Expansion
%{ticket subcategory} Subcategory firat First Mame
%iticket. assigned)  Assigned staff and/or team .middie Middle Mame(s)
‘%iticket create_date} Date created Jlast Last Mame
%iticket. due_date]  Due date Full First Last
%iticket.close_date} Date closed Jegal First M. Last
Siticket.auth_token} Auth. token used for auto-login short First L
Siticket.client_link} Client's tickel view link formal M, Last
%ticket. staff_link) Staff's ticket view link shortformal F. Last
Expandable Variables (See Wiki) tagtfirst Last, First
%{thcket. tophe) Help topic
%{ticket dept} Department
{ticket. staff} Assigned/closing staff
%{ticket. team} Assignedclosing team
Scheduled Reports variables
%{report.type} Report type name
%lrecipient.name} Recipient name
%ireport.datetime_from)  Report filter tirne (FROM)
%{report datetime_to) Report filter tirme {TO)

«  Toclear the text, click the trash can icon at the top right.

- Canned Attachments: To add attachments to the reply, click the '‘Browse' button, navigate to the location of
the file and select the file to be attached. You can attach a maximum of 10 files per '‘Canned Response., but
one at a time. To append more attachments, edit the 'Canned Response' and add the attachments one-by
one.

- To remove an attachment, clear the checkbox beside the attachment

Canned Attachments (optional) Troubleshooting.pdf B recovery procedures.pdf B4 scree@

'_Bgclv:rge_ _J Mo file selected.

You can upload up to 10 attachments per canned response.

Internal Note

« Add notes for the 'Canned Response' that are for internal purpose only.
+  Click the 'Reset' button to clear all selections and entries.

+  Click the 'Add Response' button to save the reply text.
+  Repeat the process to add more canned responses.

Canned responses will be available for selection in the 'Ticket Details' interface when a technician is attending to a
ticket:
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Post Reply Post Internal Note Dept. Transfer Reassign Ticket Create Quote
TO: . .
Alexander Dagwood <hertriumph@gmail.com= |~
Add CC
Collaborators: Add Recipients

Select a canned response @
Select a canned response

Original Message

Last Message

Premade Replies

Response: * Acknowledgement
Contact Manager
Payment procedures
Ticket Paused
What is osTicket (sample)?

See Ticket Details for more details.
Create custom 'Offline’ and 'Thank you' pages (optional)
Thank You page

The Support Center displays a 'Thank you' message with a default content whenever a guest user submits a ticket.
An example is shown below:

SUPPORT CENTER Gusst User| Sign i

Support Ticket System

£¥ Support Center Home Knowledgebase [z} Open New Ticket [z} Check Ticket Status

& Support ticket request created

Black,
Thank you for contacting us.

Your Ticket Number is 203521

A support ticket request has been created and a representative will be getting back to you shortly if necessary.

Support Team
Copyright © 2017 COMODO Security Solufions All Rights Reserved.

You can customize the message content as required.
+  The 'Thank You' message is as defined in the 'Thank You' page configured for your company

+  You can create several 'Thank You' pages with different content for different scenarios and choose one at a
time, to be used .See Client Portal Pages for details on creation of 'Thank You' page messages

« Toselect a 'Thank You' page, Click 'Settings' > 'Company' from the service desk admin interface.

+  Choose the page to be used for the thank you message from the 'Default Thank-You Page' drop-
down under 'Site Pages'

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 125



Creating Trust Online®

Comodo One - Service Desk -_’Ag_miﬁist’r’é'tﬁtifr_fég}c—ié coMoDo

/
el /

f

Site Pages

To edit or add new pages go to Manage > Site Pages

Landing Page: * Landing i

Offline Page: * Offline i

Default Thank-You Thank You

Page: * — Select Thank-You Page —

Special Thanks
Thank You

Logos

«  Click 'Save Changes' for your settings to take effect

See the explanation of Site Pages in the section Configuring Company Profile for details on selection of the page
to be displayed.

Offline Page

The Support Center page displays a message indicating that the support ticket system is offline, whenever the
support center is disabled for some reasons. See C1 Service Desk System Settings for details on enabling and
disabling the support center. An example offline page is shown below:

SUPPORT CENTER

Support Ticket System

Support Ticket System Offline
Thank you for your interest in contacting us.
Our helpdesk is offline at the moment, please check back at a later time.

Copyright @ 2017 COMODO Security Solutions All Righis Reserved.

You can customize the message content for different situations and scenarios as required.
«  The'Offline' message is as defined in the 'Offline' page configured for your company

+  You can create several 'Offline' pages with different content and choose one at a time, to be used .See
Client Portal Pages for details on creation of 'Offline' page messages
« To select a 'Offline' page, Click 'Settings' > 'Company' from the service desk admin interface.

«  Choose the page to be used for the offline message from the 'Offline Page' drop-down under 'Site
Pages'
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Site Pages

To edit or add new pages go to Manage > Site Pages

Landing Page: * Landing s

Offline Page: * Offline

— Select Offline Page —
Offline
Offline for 30 min

Default Thank-You
Page: *

Logos

+  Click 'Save Changes' for your settings to take effect

See the explanation of Site Pages in the section Configuring Company Profile for details on selection of the page
to be displayed.

2.3.6 Forms

Click 'Admin Panel' > 'Manage' > 'Forms'
+ Introduction
« Add a new custom form
+  Edit a built-in or custom form
+  Remove unwanted forms
Introduction

Forms are used in various Service Desk interfaces to collect information from end-users, customers and your
company. For example, the contact form collects a new user's name, email address and phone number.

There are two kinds of form - built-in forms and custom forms.

+  Built-in forms - Service Desk includes the following standard forms which you can edit as required:

+  Contact Information - Collect the email / phone / address details of new users. This form is published
on your support portal.

+  Ticket Details - Collect details about the nature of an issue from a user. This can include a description
of the issue, the asset affected, the priority level, and more. This form is published on your support
portal.

«  Company Information - Collect and store details about your company (name, address, website etc).
This information is inserted into the system emails sent by Service Desk. You can view and populate
this form at 'Admin Panel' > 'Settings' > 'Company' > 'Basic Information'. See Company Profile for
more details.

«  Customer Information - Collect details about a customer organization. Staff can add new customers
with this form at 'Staff Panel' > 'Users' > 'Customers' > 'Add New Customer'. See Manage Customers
for more details.

«  Custom forms - You can create custom forms to collect specific pieces of data, usually from end-users.
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For example, you may have a ticket category on your support website called 'Laptop Issues'. You can show
a custom form to users that choose this category. The form could ask relevant questions like the laptop
model/brand, the operating system and the nature of the problem ("'Windows won't boot', 'VPN connection’,
'Problem with an application’, etc).

The forms interface
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Forms'

Service Desk = Service Desk »Manage > Forms

DASHBOARD
Custom Forms
SETTINGS
win BUILT-IN FORMS = LAST UPDATED =
&8 MANAGE v
Ticket Categories [ Contact Information 04/30/2018 1:55 pm
Ticket Filts
enerriers & Ticket Details 04/30/2018 1:55 pm
SLA Plans
Company Information 04/30/2018 1:55 pm
APl Keys
Pages = Customer Information 04/30/2018 1:55 pm
« Prev 1 Mext»
Lists
Assets
@ Add New Custom Form Show 25 records
Materials
Charging
O CUSTOM FORMS = LAST UPDATED =
EMAILS
Asset Information 04/30/2018 1:55 pm
TIME SHEETS
O Troubleshooting 02/21/2019 11:18 am

«  Built-in Forms: The default forms used in various interfaces. See Edit a built-in or custom form for help
to modify these forms.

+  Custom Forms: Forms added by an admin for specific needs.

 Last Updated: The date and time the form was most recently edited.
The custom forms interface lets you:

« Add a new custom form

+  Edit a built-in or custom form

+ Remove unwanted custom forms
Add a new custom form

«  Open the admin panel (see the last link on the left)

«  Click 'Manage' > 'Forms'

+  Click 'Add New Custom Form'
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Custom Form

Add new custom form section

Custom forms are used to allow custom data to be associated with tickets
Title: *

Instructions:

Form fields available for new custom form

SORT & LABEL TYPE INTERNAL REQUIRED VARIABLE DELETE
E Short Answer 3
- Short Answer i
E Short Answer i
E Short Answer g

Internal Notes: be liberal, they're internal

Title: Enter a label for the form page. For example, 'Tell us about your problem '. The title is shown at the top of the
page.

Instructions: Enter short guidance for the user. For example, 'Please answer the following questions to help us get
started on your issue'.

Form Fields
«  Sort: Drag and drop the fields to your preferred order. The questions are shown in this order on your form.

+  Label: Enter the name of the field. This should relate to or introduce the item you select in the 'Type'
column.

«  Type: Select the type of input expected from the user.

+  Basic fields - Form elements for the user to complete. If you select one of these then your label should
tell the user what information is expected of them.

For example, 'Short answer' and 'Long answer' are blank spaces. Your label should tell the user what
to type - 'Name', 'Address’, etc.

Similarly, '‘Checkbox' means the form will show a box to the user to tick as appropriate. Your label
should provoke a simple 'Yes' or 'No' response. For example, 'l have read and agree to the terms and
conditions', or 'Save this payment type'.
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+  Built-in / Custom lists - These allow users to select their answer from a preset list. For example, the
"Priority Level' list is a drop-down menu with 'Low', 'Normal', 'High' and 'Critical'.

| Basic Fields

Long Answer
Date and Time
Fhone Mumber
Checkbox
Choices
Section Break
Built-in Lists
Priority Level
Asset Type
Ticket Category
Custom Lists i
Date Lists IN
FAQs
tests

ma

Chart A rciaor L

«  Built-in lists cannot be edited but can be made public or kept internal.

+  You can create your own custom lists as required. See Custom Lists for help to create custom lists for
drop-down menus.

« Internal: Select this if the fields are intended for admins and staff to complete. If left unchecked, the fields
can be used in both staff forms and customer facing forms.

+  Required: Will mark the field as mandatory. Respondents must complete the field in order to submit the
form.

«  Variable: Specify a label for the field variable that you can call in your email templates.

- Variables can be used in both built-in and custom forms.

+  You can insert these variables in the body of your email templates. The variables dynamically fetch the
respective field data.

« Toadd a variable, simply paste a string with the following format to the body of the mail:
%({identifier.variable}
«  For example, the 'User Details' form has a field called 'name’. The string to call the user's name is '%

{ticket.user.name}'. You type 'Hi %{ticket.user.name}' in your auto-responder mail. A user called 'Bob'
creates a ticket. The mail to him would read 'Hi Bob'.

«  The identifier depends on the type of interface to which the form is added. Custom forms can be added
to the following interfaces:

1. Ticket Categories - 'Admin Panel' > 'Manage' > 'Ticket Category' > 'Add New Category' or click on a
ticket category > 'New ticket options' > 'Custom form'

2. Ticket details - 'Staff Panel' > 'Tickets' > select a ticket category > click a ticket number to open it >
‘More' > 'Manage forms'

3. User details - 'Staff Panel' > 'Users' > 'User Directory' > click on a user > 'More' > 'Manage forms'
4. Customer details - 'Staff Panel' > 'Users' > 'Customers' > click on a customer > 'More' > 'Manage forms'

«  The following table shows the identifiers for the interfaces in which the forms are used:

Interface Variable format

Ticket categories and Ticket details %{ticket.variable}
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User details %({ticket.user.variable}

Customer details %{customer.variable}

Let's say you added a new field called ‘Salutation' to a form, entered 'salutation’ in the variable column and apply the
form to the user details interface ('Staff Panel' > 'Users' > 'User Directory' > click a user > User page). You could
reference the user's actual salutation in an email template with the variable %({ticket.user.salutation}.

«  See Email Templates if you need help to use variables in email templates.
Click 'Add Form' to save the form

+  Saving the form enables the field configuration option:

TYPE I
Date and Time "‘ (& Config .
Short Answer v

+  Click the 'Config' button to view and edit field properties. The field properties depend on the form parameter.
For example, the 'Date’ properties are shown below:
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Field Configuration — Date

Time: ¥ Show time selection with date picker
Timezone | Show datestime relative to user’s timezone
Aware:

Earliest:

Earliest date selectable

Latest:

Allow Future # Allow entries into the future
Dates:

Help Text:

Help text shown with the field

- Update the fields as required. Click 'Save' for your settings to take effect.
An example custom form is shown below:

Printer Information

Please fill in the fields below

Mame of the Printer — Selact — ~
Model Number:

Brand Name:

Is working now

Date Purchased:

Check List: — Select — =
Warranty:

FIEESE LeSCNToe TOUr IS5ue

Ticket Details_

Issue Summary:
lssue Details:

< 9 B I L.

i
i
il
il
E
&
i
8
I
I
=

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 132



Creating Trust Online®

Comodo One - Service Desk -____Ag_miﬁist"r'é't'a'r_fé@éie coMOoDO

T It
~ f

Edit a built-in or custom form
«  Open the admin panel (see the last link on the left)
«+  Click 'Manage' > 'Forms'
+  Click the name of the built-in form or custom form

The 'Contact Information' built-in form is shown below as an example:

Custom Form

Update custom form section

Custom forms are used to allow custom data to be assoclated with tickets

Comlact Infammation

Instructicns:

Form Fields fields available for teket information

SORT LAEEL TYPE INTERNAL REQUIRED VARIAELE DELETE
Ernall Addrass Gt Argwer o m ] amaill
Full Hams S Areawer v m ] nais
Phone Nurmibes Fhone Nurrfiber v phigne
Infemal Hokes Long Answer L B nobes:
Shart Answer

Internal Notes: be liberal, they're internal

+  Update the editable fields as required. The update procedure is similar to adding a new custom form. See
above for help with this.

+  Click 'Save changes'

+  The updates will appear in all interfaces that use the form.
Remove unwanted custom forms

«  Open the admin panel (see the last link on the left)

+  Click 'Manage' > 'Forms'

«  Select the custom form that you want to delete from the list.

+  Click 'Delete' at the top and confirm the deletion

+  Please note that built-in forms cannot be deleted.
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2.3.7 Custom Lists
Click 'Admin Panel' > 'Manage' > 'Lists'
+ Introduction
+  Create a new custom list
- Edit a custom list
+ Remove custom lists
Introduction

«  The custom lists area lets you create lists of items to populate drop-down menus on your forms.

«  Forexample, if you add a custom field called 'Salutation' to the new user (contact information) form, then
your list would include items like 'Mr', 'Mrs', 'Ms', 'Senor’, 'Senora’, etc.

+  Once saved, you can select your new list in the "Type' column of the form edit screen. For example:
«  Click 'Admin Panel' > 'Manage' > 'Forms'
+  Click on the 'Contact Information' form
+  Click 'Add new field'. Type 'Salutation’ as the label
+  You can select your custom list from the Type' drop-down:

Priority Level

Phone Number Asset Type &
Ticket Type

Internal Notes Custom Lists

Salutation Short Answer ]

+  You can also setup multi-level lists with a 'parent-child' structure. The contents of the child list dynamically
changes depending on the item chosen in the parent list.

Open the 'Custom Lists' interface
+  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Lists'

fr=
Service Desk = Coomedo Ong » Servics Dk » Mange > Lists
DASHRDARD
Custom Lists
SETTINGS
i show 10 reconds
MAKAGE
ekl ategenia LIST HAME 3 PARENT LIST CREATED & LAST UFDIATED &

kst Fibrs
& 4 Pl

sl 1250 F £45 pm A0 419
AP Hays

Pages 1ZHENT &17 pm 12T 417 pm

121307 & 18 pm 2272017 414 o

s sl
M1

Pebia i

EMAILE

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 134



Creating Trust Online®

Comodo One - Service Desk AdmmrstraforGuIée COMODO

= I
e /
= /

«  List Name: List label. Choose a label which describes the type of items in the list.

+  Parent List: If this is a child list then this column shows the name of the parent list. Please note that one
parent list can have only one child list. A child list can be a parent of the next level child list.

«  Created: Date and time on which the list was added

« Last Updated: Date and time the list was most recently edited.
Click a column header to sort items in ascending/descending order of entries in that column.
Create a custom list

«  Open the admin panel (see the last link on the left)

«  Click 'Manage' > 'Lists'

+  Click 'Add New Custom List":
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s
= Comodo One » Service Desk > Manage » Lists

Custom Lists

PARENT LIST CREATED =

0472772016 4:50 pm

Add Mew Custom List

Custom lists are used to provide drop-down lists for custom forms.

Definition ltems Properties Parent List
Name: *

Plural Name:

Sort Order: Alphabetical

Internal Notes:

=N 3

Follow these steps to create your list:
+  Step 1 - General settings
+  Step 2 - Add items to the list
- Step 3 - Define item properties (optional)
+  Step 4 - Enter the values for the properties (optional)
+  Step 5 - Map list items to parent list (optional)
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Step 1 - General settings

Open the 'Definition’ tab in the new list screen:

Add New Custom List

Custom lists are used to provide drop-down lists for custom forms.

Definition ltems Properties Parent List
MName: *

Flural Name:

Sort Order: Alphabetical o

Internal Motes:

«  Name: Create label for the list. This should describe the items in the list itself. For example, if you add a
field called 'What is your operating system?" to your new ticket form, then you could enter 'OS' as the name
of the list.

+  Plural Name: Enter the term to describe multiple instances of the list. For example, if your list is called
'Country', then the plural is 'Countries'. The plural form is shown in the 'Type' column of the field at 'Admin
Panel' > 'Manage' > 'Forms'. If you leave this field blank, Service Desk will simply add an 's' on the end of
the name.

«  Sort Order: Choose how list items should be shown in the list (alphabetical, reverse alphabetical, or sorted
manually). The options selected here will be applied to the items in the 'ltems’ tab.

« Internal Notes: Add any comments about the list. Comments are only visible to staff and admins.
Click 'Add List' to save the list
Step 2 - Add items to the list

+  Click the 'ltems' tab.
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Add New Custom List

Custom lists are used to provide drop-down lists for custom forms.

Definition ltems Properties Parent List

Showing 0 list items

VALUE :‘UCH i DISABLED DELETE

Type each item you want in the list on a separate row. These are the options you will present in the drop-down
menu.

For example, if your list is called 'Operating System', then your items could be 'Windows 10", 'Windows 8/8.1',
'Ubuntu’, 'Debian’, 'iOS', 'Android' etc.

«  Value - Enter the label of the item. This is what the user sees in the list.

- Extra - Abbreviations and such.

+ Disabled - Enable or disable the item. Disabled items are not shown in the drop-down, but can be quickly
re-enabled later.

+  Delete - Remove the item.
Click 'Add New Item' if you want more than four items in the list.
Click 'Save Changes'. The 'Disabled' and 'Delete' check-boxes become active after you save the list.
You can finish at this point if required.
The custom list is available for selection in the "Type' column of the forms at 'Admin Panel' > 'Manage' > 'Forms'.
Steps 3 - 5 are optional, allowing you to add tool-tips to your custom list and to create child lists.
Step 3 - Define item properties (optional)

«  The 'Properties' tab lets you add more details about the items in your list. Staff and users can see this
information when they place their mouse over the item.

«  Forexample, say you add a custom field, 'Printer Model', to your 'Ticket Details' form. You then create a
custom list which consists of various printer models.

+  You could add 4 items in the 'Properties' tab - "Technology', 'Monochrome Speed', 'Color Speed' and
'Maximum Resolution'. You can then define values for the 4 properties for each printer model.
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Users select the model they are having problems with when they create their ticket. Staff and users can
then see the additional model info in the ticket details screen:

SLA Plan: Default SLA (Active)

Due Date: Thu, Sep 28 2017 2:21 pm

Asset Type: Other

Printer Model: A920 *
% A920

Technology: Inkjet

Material Details Monochrome upto 14 ppm

speed:
Color Speed: upto 8 ppm

Maximim 4800 x 1200 dpi
Resolution:

Example process:

Populate the 'Definition' and 'ltems' tabs as explained in steps 1 and 2
Click the 'Properties' tab.

Create your properties. In our example, Technology', 'Monochrome Speed', 'Color Speed' and 'Maximum
Resolution'.

Leave the 'Type' as 'Short Answer' for now.

Click 'Save Changes'

Go back to the 'ltems' tab

Click the 'Properties' link in the row of your first item

Type the specs of the item concerned for each property then 'Save'.

Repeat for all items in the list

Click 'Save Changes' to save the entire list.

The additional properties will be visible to staff and users in the ticket details screen.

Add properties to a list

Click the 'Properties' tab
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Update custom list

Custom lists are used to provide drop-down lists for custom forms.

Definition ltems Properties Parent List

ltem Properties properties definable for each item

SORT LABEL TYPE VARIABLE
+ Short Answer |~
+ Short Answer |~

+  Label: Type the name of the property. For example, '"Maximum Resolution'.

DELETE

«  Type: Choose how you want to present the information. 'Short Answer' means you can type a short

definition into a text-box.

TYPE VAR

Short Answer

Basic Fields
Short Answer
Long Answer
Date and Time
Phone Mumber
Checkbox
Choices
Section Break
Built-in Lists
Priority Level
Asset Type
Ticket Category
Custom Lists
Date Lists
FAQs
no plural names
PRI
Printer Model
Printer Model

COMODO

Creating Trust Online®

«  Variable - Create a variable name for the field data. The variable can be used in email templates for
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automated messages.

For example, if you type 'resolution' as the variable name for the 'Maximum Resolution' property, then you
can use '%{identifier.resolution} in email templates to fetch the actual value. The identifier depends on the
interface in which you use the form. See explanation of variables in forms for help with this.

+  Delete - Lets you remove the parameter.
Note - the 'Variable' and 'Delete’ options only become active after saving the list.
+  Click "Save Changes'.

+  Reopen the 'Properties’ tab after saving the list.

Update custom list

Custom lists are used to provide drop-down lists for custom forms.

Definition tems Properties Parent List

Item Properties properties definable for each item

SORT LABEL TYPE VARIABLE DELETE
E Technology Short Answer v O

s Monochrome speed Short Answer o [# Config O

+ Short Answer ¥

+ Short Answer N

«  Config: Set up how the property field is shown (next step). You can also set the limits, specify help text for
the field, lead text shown inside the field, and more. The example below shows the configuration screen for
the 'Short Answer' type field
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Field Configuration — Technology

' Size: 16
|
Max Length: 30
| Validator: Mone v

{ Validation Error:

Message shown to user if the input does not match the
validator

Placeholder:

Text shown in before any input from the user

Help Text:

Help text shown with the field

+  Configure the field and click 'Save'

+  Repeat the process for configuring other properties

+  Click the 'Save Changes' to save the properties list.
Step 4 - Enter values for the properties (optional)

+  Click the 'ltems' tab after saving the properties list

+  Click the 'Properties' link of an item

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 142



Creating Trust Online®

Comodo One - Service Desk AdmmrstraforGuIée COMODO

/
el /

f

Update custom list

Custom lists are used to provide drop-down lists for custom forms.

Definition ltems Properties Parent List

Showing 6 list items

VALUE EXTRA — ABBREVIA

ASQ20 Ej Progerties
A940 [# Properties

Item Properties — A920

Technology: Inkjet
Monochrome Up to 14 ppm
speed:

Color Speed: Up to & ppm
Maximum 4800 x 1200 dpi
Resolution:

The fields added under the 'Properties' tab in the previous step appear in this dialog.
+  Enter the values for the properties and click 'Save'
+  Repeat the process to specify properties for all items
+  Click 'Save Changes' to save the entered properties for the items

Step 5 - Map list items to parent list (optional)

«  Custom lists can be constructed to have a multi-level 'parent-child' structure. The contents of the child list
dynamically change depending on the item selected in the parent list.

Configure parent list
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«  Click the 'Parent List' tab

«  Choose the parent list for the list you are working on:

Update custom list

Custom lists are used to provide drop-down lists for custom forms.

Definition Items Properties Parent List

Parent: Mo parent ’

Mo parent
Date Lists
FAQs

PRI

Printer Makes *

After selecting the parent list, match items in the child to items in the parent list:

Update custom list

Custom lists are used to provide drop-down lists for custom forms.

Definition Items Properties Parent List
Parent: Printer Makes o
ITEMS PARENT ITEM
ML - 1676 Select a parent item ®
Select a parent item
Brother
Dell
2970 Epson
Hewlett Packard
AQ4D Select a parent item e

+  Click 'Save Changes'

The list can now be added to custom field drop-downs in custom forms.
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Edit a custom list
«  Open the admin panel (see the last link on the left)
«  Click 'Manage' > 'Lists'
«  Click the name of the custom list you want to modify

The 'Update Custom List Page' screen appears. The update procedure is similar to adding a new list. See above if
you need help with this.

Remove custom lists
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Lists'
«  Select the custom lists that you want to delete from the list
+  Click 'Delete" and confirm the deletion

2.3.8 View and Manage Asset Types
+  Click 'Admin Panel' > 'Manage' > 'Assets'
« Anassetis an item or service added to a ticket in order to charge custom rates for specific types of work.

+  Forexample, a 'Printer' may be one of your assets. You may want to charge a different rate for work done
on printers. Add the printer asset to all tickets that involve printers.

«  Only items in the 'Assets' interface will be available for selection in tickets.
Asset rates are charged as follows:
+  Default charging plan - The 'global’ rate for an item. This rate will be charged if:

«  The customer does not have a contract
«  The contract with the customer does not include a charging plan

«  Custom charging plans - Assign a charging plan to a customer's contract. The charging plan can include
specific hourly rates for certain assets.

See Appendix 3 - How charging works in Service Desk for more details on charging plans and contracts.
To view asset types and default rates

«  Make sure you are in the 'Admin Panel' (see the last link on the left)

«  Click 'Manage' on the left then 'Assets'
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= Comodo One > Service Desk » Manage > Assets

Assets
G} Add New Asset Show 25 records o
O ASSETS 2 GLOBAL RATES (£/H) = STATUS
Server 6.00 Default
] tape drive 10.00 Enabled
Workstation 5.00 Default
Printer 10.00 Default
Maobile 0.00 Default
Router 0.00 Default
Other 0.00 Default
] External Hard Disk Drive 3.00 Enabled
& Prev 1 Mext »

Assets - Column Descriptions

Column Header Description
Assets The name of the asset
Global Rates The hourly service rate for the asset type as set in the default charging plan.

You can set the global rate by editing the default charging plan (‘Admin Panel' >
'Manage' > 'Charging'). See Manage Charging Plans for more details.

Status Whether the asset is available for selection or not. Predefined assets cannot be disabled
and show as 'Default’. Custom assets can be enabled or disabled.

+  Click 'Assets' or 'Global Rates' column header to sort the items in ascending/descending order of entries in
that column.

« Use the 'Show records' drop-down on the top right to select the number of items to be displayed per page.
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Add a new asset type
«  Make sure you are in the 'Admin Panel' (see the last link on the left)
+  Click 'Manage' on the left then 'Assets'
+  Click 'Add New Asset' at the top

= Comodo One » Service Desk » Manage > Assets

Assets
] ASSETS |2 GLOBAL RATES
] External Hard Disk Drive 3.00
Mohile 0.00

\ 4
Asset

Asset Page

Asset name: *

T

- Enter a label for the asset in the 'Asset name' box
«  Click 'Submit'

«  The new asset type will be added with status = 'Enabled'.
+  You can set hourly rates for the asset in a charging plan (‘Admin Panel' > 'Manage' > 'Charging' > 'Add New
Charging’).
+  You can then apply the charging plan to a customer contract.
To edit an asset type

+  Click on the name of the 'Asset Type'
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Assets
() Add New Asset Show
[]  ASSETS I2 GLOBAL RATES (£/H) 2 ST

3.00

Externa@ard Disk Drive

0.00

Asset Page

Asset name: * External Hard Disk Drive

+  Edit the name of the asset, if required, in the 'Asset name' text box and click 'Save Changes'.

Note: You can edit only the name of custom added assets and not pre-configured asset types.

To enable / disable an item from the 'Assets' list
«  Select an item and click 'Enable’ or 'Disable’ at the top. Please note you cannot disable default asset types.
+  Choose 'Yes, Do it' from the confirmation dialog

Disabled asset types will not be available in the 'Asset Type' drop-down in the 'Ticket Details' interface. Tickets
generated previously for this asset type will remain.

2.3.9 Manage Materials and Expense Items
Click 'Admin Panel' > 'Manage' > 'Materials'

«  The 'Materials' interface lets you manage an inventory of consumables and expense items. These items
can be added to tickets by staff members who can also apply costs for each material.

+  Admins need to approve material costs and expenses added by staff. After approval, the cost will be billed
to the customer. See Material Approval for more details.

Open the 'Materials' interface

+  Click 'Manage' on the left then 'Materials' in the Admin Panel
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= Comods One ¥ Sendcs Desk » Manege » Mabariols

Materials
(E) e e M Show 10 reconds
FMATERIAL NAME = DATE ADDED & LAST UPDATED &
ol D480 3402 pim 047182016 20 pm
pikeane 041872016 3:02 pm 0471842018 302 pm
B 041872016 3:02 pm D&/18/2016 3:02 pm
A4 11 iR 0451/2001 6 3497 pm 0232017 25 pm
nk Cariridge Holdsr 0412016 2:38 pm 04712014 253 pm
1P [nk Carirdgs 047E1,2016 330 pm D47T1/2014 3230 pm
CaliNgS SoIgws 1251672016 4:35 pm 12735/2015 2:24 pm
Bl 45 Notwork Cabie 2 maters 1211672016 4:59 pm 127162015 4:5% pm
Hitgear WA 1100 WWF) Dongic 01/XE72017 3:28 pm 017022017 3:22 pm
Paorwpr Cord 01/0372017 2:54 pm 01/02/2017 2:54 pm
P Hex)

The 'Materials' interface shows existing materials along with the dates they were added and last updated.
Add a new material

«  Click the 'Add New Material' link at top-left of the interface
The 'Add New Material' interface will open.

Material

Add New Material

Material is object that you need to use in task and you can add them to tickets.
It will change their cost.

MName: *

Pricing Type:

Price per unit

Price per unit

Price per service
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- Enter a name for the material then click 'Add Material'

«  Select a pricing type:
+  Price per unit - Staff will set the quantity and a price-per-unit when they add this material to a ticket:

Materials Added by Quantity Cost Total

Printer cartridges  frontfork g 7.50 60

«  Price per service - Staff will only specify a price for the material when they add it to a ticket. They
need to add more instances of the material if the quantity is greater than 1:

Materials Added by Quantity Cost Total

Remote virus removal  frontfork 4 4

Staff can click the 'Add Material' button to attach the expense item to a ticket they are working on. See Add
Materials to a ticket for more details.

Update a material
«  Click the name of the material

Update Material

Material is object that you need to use in task and you can add them to tickets. It will change their cost.

Name: * Cabinet Screws

12M16/2016 4:36 pm 12/26/2016 2:34 pm

The 'Update Material' screen will be displayed.

+  Update the name as required and click 'Save changes'
Remove a material or expense item

+  Select the item and click 'Delete’ at the top
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Please Confirm

Are you sure you want to DELETE selected materials?

All tickets with this material will be UPDATED automatically.

«  Click 'Yes, Do it'

The item will be removed and will not be available for selection in the "Add/Edit Materials' dialog in the ticket details
interface.

2.3.10 Manage Charging Plans

Click 'Admin Panel' > 'Manage' > 'Charging'
+ Introduction
+  View and edit the default charging plan
- Create a new charging plan and associate it with a contract
+ Edit a charging plan
« Enable/disable a charging plan

Introduction

Charging plans let you define hourly rates for work on specific assets (printers, routers, mysql etc), or work of a
specific type (remote, on-site, telephone). Once created, you can add a charging plan to a customer contract.

Each charging plan lets you define:
1. Default hourly rate (mandatory). This rate is charged for any work not covered by a variable rate.

2. Variable rates (optional). A variable rate is one that you charge for specific types of work.
You can set up variable rates for work that is:

«  Acertain duration ('Longer than 20 minutes', 'Greater than an hour' etc)
«  Of a specific support type (‘Telephone', '‘Remote’, 'On-site’)
«  On a particular type of asset (printers, servers, workstations etc)

You define a variable rate by creating a rule which states the price of a certain type of work. You can add
multiple rules to a single charging plan, allowing you to set up different charges for different types of work.

Service Desk checks your support tickets and charges the default or variable rate as appropriate.

Default charging plan

If you don't create a custom plan for a customer, then you can use the default charging plan. The default plan is
simply a list of rates that you charge for work on certain assets. The rates in the default plan are called 'Global rates'.

+  Click 'Admin Panel' > 'Manage' > 'Charging' > 'Default Charging' to view and modify global rates.
+  The global rates are charged if:
«  The customer does not have a contract
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+  Their contract doesn't include a custom charging plan
Notes:

+  You can assign a plan to a contract when creating a *new* contract ('Staff Panel' > 'Contracts' > 'Add
Contract)

+  You cannot edit a contract to add/replace a charging plan. You must go through the ‘Charging' interface to
assign a plan to an existing contract (‘Admin Panel' > 'Manage' > 'Charging').

+  See Manage Contracts if you wish to know more about contracts.

+  See Appendix 3 - How charging works in Service Desk for more details on calculation of charges for
time spent of tickets.

The charging interface
«  Open the admin panel (see the last link on the left)
+  Click 'Manage' > 'Charging'

Service Desk = service Desk »Manage > Chargin

DASHBOARD
Charging
SETTINGS
@ Add New Charging Show 25 records i
I N
Ticket Categories O CHARGING = SELECTED CONTRACTS STATUS CHANGE DATE = STATUS 2
Ticket Filters
Default Charging All Default
SLA Plans
API Keys O Special Charging - Disabled
Pages O Multicharging Universities 21/02/201911:26 Disabled
Forms
Lists « Prev 1 Next»
Assets
Materials

EMAILS

The charging area lets you add new plans, edit existing plans, and assign plans to contracts.
«  Charging - Name of the charging plan. The plan name to view and edit its details.
+  Selected Contracts - Contracts which are using this plan.
«  Status Change - Date and time the plan was last updated.
«  Status - Whether or not the plan is active. Possible values = Enabled or Disabled.
Default Charging Plan
Click 'Admin Panel' > 'Manage' > 'Charging' > 'Default Charging'

The default charging plan is a list of prices you will charge for work on specific assets. The rates in the default plan
are called the 'Global Asset Rates'".

+  You can edit the default charging plan to set/change the global asset rates at anytime
«  Rates for new assets:

+  You must first add the new asset to 'Admin Panel' > 'Manage' > 'Assets'.

+  You can then specify a rate for the asset in the default charging plan (‘Admin Panel' > 'Manage' >
'Charging' > 'Default Charging').

+  See View and Manage Asset Types if you need help to view, add and manage asset types.
+  The default charging plan is only used if the customer does not have a contract, or if their contract doesn't
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include a custom charge plan.
View and edit the default charging plan
Click 'Admin Panel' (see the last link on the left)
Click 'Manage' > 'Charging'
Click 'Default Charging' from the list of plans
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‘ = Service Desk > Manage » Charging

Charging

(%) Add New Charging

Il CHARGING % SELECTED CONTRACTS :

DefauE Charging

All

Charging Page

Charging name: * Default Charging

Asset Rates:

server 0 :
workstation 0 =
printer 0 =
mobile 0 =
router 0 =
other 0 =

«  Charging Name - The label of the default charging plan. You cannot edit the label.
«  Asset Rates - The list of assets added to 'Manage' > 'Assets".
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Set the hourly rate for each asset as required. The rate should be in the default currency of your account at
‘Admin Panel' > 'Settings' > 'System'. See Service Desk System Settings for more details.

«  Click 'Save Changes'.
Create a new charging plan and assign it to contracts
There are two ways to add new charging plans:

+  Manually create a charging plan

+ Clone an existing charging plan to create a new plan
Manually create a charging plan

+  Open the 'Admin Panel' (see last link on the left)

+  Click 'Manage' > 'Charging'

+  Click 'Add New Charging'
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] CHARGING = SELECTED CONTRACTS STATUS CHANGE DATE =

Default Charging All

] Special Charging -

b

Add New Charging

General Information

Charging name: *

Ak

Charging Default
Rate(S/h) *

Contracts -

[ | Enable after submitting

[ ] Enable variable rating

Bl

«  Charging Name - Create a short label for the plan. The plan name will appear in the details page of all
contracts to which it is applied.

«  Charging Default Rate - The 'regular' per-hour rate that you will charge under this plan. The default
rate is applied to all work that is not covered by any 'variable' rates you create.

«  Contracts - Select the customer contract(s) to which the charging plan should apply.
+ Acontract is applied to a specific customer.

+  Click 'Staff Panel' > 'Contracts' to create and manage contracts. See Manage Contracts if you
need help with this.
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Contracts O

O Al

[ Dithers Contract

/

[] Cyclist Contract

[] For NGO's

«  Enable after submitting - The charging plan becomes active immediately after saving. By enabling a plan,
you activate it for all contracts that you have specified. Leave this deselected if you want to enable the plan
at a later time. See 'Enable/Disable a Charging Plan' for more details.

« Enable variable rating - Create custom hourly rates for specific types of service. For example, you might
want to charge a different rate for on-site visits, or for work on a particular type of asset.

+ Variable rates are defined by creating a rule with specific conditions. If the conditions are met then
the variable rate kicks in.

«  You can add multiple rules to a charging plan.
«  The 'default' rate is applied to sessions which do not meet the criteria of any rules.
Once saved and enabled:

« You can return to 'Admin Panel' > 'Manage' > 'Charging' to edit the plan if required.

+  You can assign a plan to a contract when creating a *new* contract ('Staff Panel' > 'Contracts' > 'Add
Contract)

+ You cannot edit an existing contract to change/add a charging plan. You must use the 'Charging' interface to
assign a plan to an existing contract.

Create a variable rate rule

Select 'Enable variable rating'

Enable after submitting

Enable variable rating

/

Operand Time (minute) Service Type Asset Rate (8)

All ¥ All o = = n

4k

Bigger than e

The options for creating a rule are as follows:

«  Operand and Time - The condition for the duration of the service session. Select the relationship operator
from the operand drop-down and enter the duration (in minutes) in the ‘Time' combo box. For example, you
can set the duration as 'Bigger than 120 minutes, Smaller than 60 minutes' and so on.

«  Service Type - Choose the service type offered during the session. The available options are:

+  Remote
«  Telephone
+  On-site

+ All (work of any type will be covered by the rule)
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+  Asset - The type of item that is worked on. The drop-down contains the default assets and custom assets
added to your Service Desk account.

« Rate - Specify the per-hour rate to be charged if the above conditions are met.
+  Click the '+ button to add more rules

+  Click 'Save Changes' to save the plan. If enabled, it will be automatically applied to any contracts that you
specified.

Clone an existing charging plan to create a new plan
+  Open the 'Admin Panel' (see last link on the left)

+  Click 'Manage' then 'Charging'

«  Select a charging plan which you want to use as a template and click 'Clone'

(3) Add New Charging Show 25 rec
O CHARGING = SELE( STATUS CHANGE DATE * STATUS
Default Charging All Def
O Special Charging Dis
Multicharging niversities 21/02/2019 11:26 Disab

Low cost 1770272020 1:36

Clone Charging

Charging Name:

[Clone] Low cost

Yes, Do it!

«  Enter a name for the new charging plan and click 'Yes, Do it!'

The 'Copy Charging' interface opens with values from the original plan. You can edit these as required for your new
plan.
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Copy Charging

General Information

Charging name: * Low cost for charity organizations
Charging Default Rate(5/h) * 10 -
Contracts -

Enable after submitting

Enable variable rating

Operand Time (minute) Service Type Asset Rate (5/h)

All > All v = 1 = n

Ak

Bigger than ~ 10

+  Edit the default and variable rates as required. See Manually create a charging plan for more details on
the options in this interface.

«  The 'Contracts' field shows the contracts to which the source charging plan is applied. Modify the contracts
to which new plan will apply as required.

Variable rating. Configure any variable pricing you wish to implement on your new plan. See Manually
create a charging plan and Manage Charging Plans for more advice on variable plans.

«  Click 'Save Changes' to add the plan.
Edit a Charging Plan

You can edit a custom charging plan to change the default rate, variable rates, and the contracts to which it is
assigned.

«  Open the 'Admin Panel' (see last link on the left)
+  Click 'Manage' then 'Charging'
+  Click the name of the charging plan you want to edit

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 159



Comodo One - Service Desk -____Ag_mi-nist“r'é"'t'iiﬂr___é_ﬁ__i--de coMOoDO

Creating Trust Online®

= Service Desk > Manage > Charging

() Add New Charging
O CHARGING = SELECTE
Default Charging All
O Special Charging
[l Multicharging Univers
D %
|_| 1 rvvbrmet Far crharidv mrnani—-

= Service Desk > Manage > Charging

Update Charging

General Information

Charging name: * Low cost
Charging Default Rate(S/h) * 10 =
Contracts ~

B Enable after submitting

[ ] Enable variable rating

+  Edit the default and variable rates as required. See Manually create a charging plan for more details on
the options in this interface.

+  The 'Contracts' field shows the contract(s) to which the charging plan is currently applied. Modify the
contracts to which the plan will apply as required.

«  Variable rating. Configure any variable pricing you wish to implement on your new plan. See Manually
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create a charging plan and Manage Charging Plans for more advice on variable plans.
+  Click 'Save Changes' to save the plan.
The changes are applied to the contracts from the time of saving.

Enable/Disable a Charging Plan

+  Click 'Admin Panel' > 'Manage' > 'Charging' > select a plan > click the 'Enable’ or 'Disable’ button above the
table.

«  Aplan must be enabled before it will apply to a contract.

- Ifacharging plan is disabled, it will be removed from the contracts to which it was applied. The contracts
will be set for default charging as configured in them.

+  Disabling a plan will also deselect the contracts in the plan details page. You cannot just re-enable the plan,
you must go into the plan details page and re-select the contract(s) you require. See Edit a Charging Plan
for more details on the options in this interface.

Enable or disable a charging plan

«  Open the 'Admin Panel' (see last link on the left)
«  Click 'Manage' then 'Charging'
«  Select a charging plan with 'Disabled' status and click 'Enable" at the top to enable it

w

= Service Desk »Manage > Charging

Charging
l_‘ lone

SELECTED CONTRACTS ST

Universities

Multichargi ng

Low cost

Low cost fgr charity organizations

Please Confirm

Are you sure you want to ENABLE selected charging?

Please confirm to continue.

Yes, Do it!

+  Click 'Yes, Do it! In the confirmation dialog
+  Select a charging plan with 'Enabled" status and click 'Disable" at the top to deactivate it.
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2.4 Email Management

Click 'Admin Panel' > 'Emails' to access the email management sections.

Emails - Specify your support email addresses. Service Desk can automatically create tickets from emails
sent to these addresses. The addresses can also be used to send system emails. Examples include
welcome emails and notifications.

+  Addresses you add here will be available in Settings > Email Settings and Options for you to select
as system and alert addresses.

+  Banlist - Mail from banned addresses is automatically rejected.
«  Templates - Define templates for alerts, announcements, ticket acknowledgments, and more.
 Diagnostic - Send test mails to check whether your SMTP settings are valid.

Service desk can also send notifications in batches after a certain period of time, or after a certain quantity of
notifications has built up. Please contact your account manager if you wish to enable this feature.

«  Click 'Admin Panel' > 'Emails":

Service Desk B Convedi Or 3 Sarvica Deik » Emads » Eoails

DASHBOARD
Email Addresses

SETTINGS - . Z
() ik e Ervsit Show 25 records

MAMAGE

EMAL & FRIOMTY DEFARTAENT & CREATED & LAST UPFDATED &

vipe Deek Modtcation Email < sd nomety stagng@o I robfications com = Mermmal D432 E

Bars

Tetnypliten Al 1

D gt

TIME SHEETS
STAFF
AMNOUMCEMENTS
REPORTS

FINARCE

FTAFF PANEL

New emails are fetched every 3 minutes if you are logged into Service Desk. If you are not logged in then mail is
fetched every ten minutes.

See the following sections for more help:
+  Setup your support mail addresses
- Block user email addresses
«  Email templates

+  Test outgoing email settings

2.4.1 Setup your Support Email Addresses
Click 'Admin Panel' > 'Emails' > 'Emails'

«  End users can create tickets by sending an email to your support email address. The 'Email Addresses'
area lets you add and manage your support addresses. All messages sent to these addresses are
converted to a support ticket and automatically assigned to a particular department.

+  The addresses you add here are also available for selection in Settings > Email Settings and Options as

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 162



Creating Trust Online®

Comodo One - Service Desk -____Ag_miﬁist"r’é't"éﬂr_fé_l;cpié coMoDo

/

e ‘i’

the addresses from which system emails are sent.

+  The default notification address which ships with Service Desk cannot be deleted or edited. However, you
can create your own addresses which can, of course, be edited or deleted. You can edit, but not delete,
addresses which are currently being used to send system and alert emails.

«  There are two ways you can setup email fetching:

«  Fetch emails via forwarding - Service Desk generates a unique forwarding address for your account.
You add a rule to your mail server to forward support emails to this address. Mails sent to the
forwarding address are converted into tickets.

+  Fetch emails via IMAP or POP - Service Desk collects support emails direct from your mail server
then converts them into tickets.

+  Prerequisite - In order for Service Desk to create tickets from emails, you must first enable email fetching
at the 'Email Settings and Options' interface.

+  Click 'Admin Panel' > 'Settings' > 'Emails'.

«  Select the 'Enable’ option beside 'Email Fetching'

+  Click 'Save Changes' for your settings to take effect

+  See Email Settings and Options to read more
The email address area

«  Open the admin panel (see the last link on the left)
+  Click 'Emails' > 'Emails'
«  Theinterface lists all existing support email addresses and allows you to create new addresses:

DASHBOARD
Email Addresses
SETTINGS

@ Add New Email Show 25 records >
MANAGE
O EMAIL = PRIORITY = DEPARTMENT = CREATED = LAST UPDATED =
:

Emails Service Desk Notification Email < sd-noreply-staging@itariannotifications.com > Normal 04/30/2018
Banlist

O Support < support@frontfork.com > Normal Support 02/20/2020 02/20/2020 12:23 pm
Templates
Diagnostic « Prev 1 Next »

TIME SHEETS

STAFF

+  Email: The name specified for the email address and the email address
«  Priority: The criticality level assigned to tickets created by emails received at this address
«  Department: The department that the ticket is assigned.
«  Created: The date on which the email address was added
« Last Updated: The date and time the email was most recently edited
Click a column header to sort items in ascending/descending order.
The 'Email Addresses' interface lets you:
« Add a new support email address
«  Remove unwanted addresses
Add a new email address

+ Open the admin panel (see the last link on the left)
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«  Click 'Emails' > 'Emails'
«  Click 'Add New Email";

O EMAIL = PRIOR
Service Desk Notification Email < sd-noreply-staging@itariannotifications.com > Norr
1 Support < support@frontfork.com > N
w

Add New Email

Email Information & Settings

Email Address: *

Email Name: *

New Ticket Settings
Department: — Bystem Default — 55
Priority: — System Default —
Category: — System Default — H
Auto-Response: ["] pisable for this Email Address

Email Login Information

The 'Add New Email' form contains the following areas:
+  Email information & settings
«  New ticket settings
+  Account login information
+  Fetch email via forwarding OR Fetch email via IMAP/POP
+  SMTP settings
Email Information & Settings

- Email Address: Enter the email address to which users should send support requests. Service Desk will
automatically convert mails sent to this address into tickets.
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+  You can only have one instance of each email address on this page.

+  You should setup multiple addresses if you want to assign specific mails to specific departments or
categories. For example, general-inquiries@my-company.com, account-questions@my-company.com,
server-issues@my-company.com, enterprise-support@my-company.com, etc.

«  Email Name: Enter a unique name to identify the address. For example, 'Front Desk Support Requests'.
New Ticket Settings

+  Department: Assign tickets sent to this email address to a specific department. If you don't choose a
department then the ticket is assigned to the default department. You can set the default department at
'‘Admin Panel' > 'Settings' > 'System'. See Departments to read more.

«  Priority: Choose the criticality of tickets which were created from mails sent to this address. For example,
Low, Normal, High.

+  Category: Choose the ticket category assigned to tickets created via this email address.

+  Ticket categories are broad support topics such as 'Billing', 'Account changes', "Technical Support' and
so forth. You can setup ticket categories at 'Admin Panel' > '"Manage' > 'Ticket Categories'.

«  These categories are usually presented to users to help them more easily select the area with which
they need help. For example, your customer-facing help page might have a menu which says 'Please
select the area we can assist you with'.

+  You might want to assign the ticket to a category IF you intend for it to be handled by a specific
department. If so, then please make sure you have created separate (corresponding) email addresses
for each category in 'Admin Panel' > 'Emails' > 'Emails'.

«  See Ticket Categories to read more on this.

+  Auto-Response: Auto-responder mails are sent to users to confirm that you have received their support
request. Select this option if you don't want to send these automatic responses.

Email Login Information

Email Login Information

Username:

Password:

« Username: The username of the email account. This is usually the same as the email address.

+  Password: The password of the email account
Service Desk uses the account credentials to fetch incoming mail via IMAP/POP, and to send responses via SMTP.
Fetch Email via Forwarding

+  Use this option if you want Service Desk to create tickets from mails forwarded to a specific address.

+  Service Desk automatically generates an address for you to use:
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Fetching Email via Forwarding

Status: Enable @ Disable
Email for ticket+frontfork5e4e343645e2a@itariannotifications.com
forwarding:

Configure your mail server to forward mails to the address in the 'Email Address' field to the forwarding
address.
+  Mails sent to the forwarding address are converted into tickets.

Note:
To confirm that you can receive mail at the forwarding address, some mail boxes send a verification code to the

new address. This verification code should be pasted in the mailbox configuration page.
You can view the verification code sent by your mailbox as a ticket in the 'Tickets' interface:
«  Open the 'Staff Panel' then click Tickets' > 'Open' on the left
+  You should see a new ticket which contains the verification code.
«  Copy the verification code and enter it in the mail box configuration page.

Fetch Email via IMAP or POP

Use this option if you want Service Desk to collect support emails direct from your mail server. Service Desk
will convert mails received from the support email address into tickets.

+  You need to specify the hostname, port and protocol of your mail server.
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Fetching Email via IMAP or POP

Status: Enable @ Disable
Hostname:
Port Number:

Mail Box — Select Protocol —
Protocol:

Emails Per emails
Fetch:

Fetched
Emails:

Send Email via SMTP

+  Use this option if you want Service Desk to send outgoing mail, like auto-responses, from the address
specified in the email address field.

+  You need to specify the hostname and port number of your SMTP server:

Sending Email via SMTP

Status: Enable @ Disable
Hostname:
Port Number:

Authentication ® Yes No
Required:

Header Allow for this Email Address
Spoofing:

Internal Notes
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Internal Notes: Admin's notes.

«  Add any notes related to the email address for internal purpose.
+  Click the 'Submit' button

If the status in the incoming and outgoing mail settings are enabled, then the Service Desk will check all the
parameters and if found correct, the email address will be added to the list.

Edit an email address
«  Open the admin panel (see the last link on the left)
+  Click 'Emails' > 'Emails'
+  Click on the email address you want to update.
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= Service Desk » Emails * Emails

Email Addresses

(%) Add New Email

[] EMAIL = PRIORITY =

Service Desk Notification Email < sd-noreply-staging(@itariannotifications.com > MNormal

@Eod < syﬂpnﬁ@frc@ Normal

Update Email

Email Information & Settings

Email support@frontfork.com
Address: *
Email Name: * Support

Mew Ticket Settings
Department: Support 2
Priority: Mormal 3
Category: — System Default — A

The update process is similar to adding a new email address. See above if you need help with this.
Remove unwanted addresses

Note - You cannot remove an address if it is set as the default for receiving alerts. Click 'Admin Panel' > 'Settings' >
'Emails' to change the 'Default Alert Email' address.

«  Open the admin panel (See the last link on the left)
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+  Click 'Emails' > 'Emails'
+  Select the addresses you want to remove then click 'Delete Email(s)'

Service Desk » Emails » Emails

Email Addresses

(%) Add New Emdfil Tii] Delete Eﬁill{s}

[+] EMAIL = PRIORITY =

Service Desk Nofification Email < sd-noreply-staging@itariannotifications.com = Normal

Support < suppc ri@frontfork.com >

% Prev 1

h

Please Confirm

Are you sure you want to DELETE selected emails?

Deleted emails CANNOT be recovered.

Please confirm to continue.

«  Click "Yes. Do it!" to confirm removal.

24.2 Block User Email Addresses

Click 'Admin Panel' > 'Emails' > 'Banlist'
+ You can configure Service Desk to reject tickets from certain senders by banning their email address.
«  Banned users can still login to the client portal but cannot create tickets.
«  You can relax the ban at anytime
Use the following links for help with related tasks:
«  The banned emails area
« Add an email address to the ban list
+ Delete email addresses from the ban list
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The banned emails area
«  Open the admin panel (see the last link on the left)
«  Click 'Emails' > 'Banlist'

= DASHBOARD
.
Banned Email Addresses
F SETTINGS ==
(¥) Ban NewEmail (%) Enable (%) Disable ] Delete Show 25records  [¥| Search...
MANAGE
O EMAIL ADDRESS % BAN STATUS % DATE ADDED % LAST UPDATED %
9 emaiLs v
Emails | garrulousgeorge@frontfork.com Active 02/20/2020 3:51 pm  02/20/2020 3:51 pm
IrKINgIrwinmsa eandpedals.com Active 2 m K m
| irkingirwin@saddleandpedal Acti 02/20/2020 3:51 p 02/20/2020 3:51 pi
Templates
Diagnostic stingystella@saddleandpedals.com Passive 02/20/2020 3:51 pm 02/20/2020 3:51 pm
-+ TIME SHEETS « Prev 1 Next »
STAFF

«  Email Address - The email address of the user. Click the address to edit or update it.
«  Ban Status - Whether the ban on the user is active on inactive.

«  Select an email address then use the 'Enable’ / 'Disable’ options at the top to turn the ban on or off.
+ Date added - The date and time the address was added to the ban list.

+ Last updated - The date and time the address was most recently edited
Add an email address to the ban list

+  Open the admin panel (See the last link on the left)

+  Click 'Emails' > 'Banlist'

+  Click 'Ban New Email'
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Banned Email Addresses

@) Ban Nﬁ Pl show 25records |~| Segr
O EMAIL ADDRESS = BAN STATUS = DATE ADDED = LAST
O garrulousgeorge@frontfork.com : 02/20/2020 3:51 pm 02
N

Add New Email Address to Ban List

Valid email address required.

Ban Status: * @ Active O Disabled

Email
Address: *

Internal Notes: Admin's notes.

Ban Status:
+ Active - Service Desk rejects tickets and mails from this user.
+ Disabled - Service Desk allows tickets and mails from this user.
Email Address: The email address of the user concerned.
Click the 'Add" button when you have completed all fields.
Delete email addresses from the ban list
Removing an email address from the list will automatically lift the ban on the user.
«  Open the admin panel (See the last link on the left)
+  Click 'Emails' > 'Banlist'
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«  Select the email addresses you want to remove
+  Click 'Delete'

Service Desk » Emails > Banlist

Banned Email Addresses

Show 25records | Searc)

G) Ban New Email @ Enable @ Disable '@' Deﬁ

[ EMAIL ADDRESS = |BEAN STATUS = DATE ADDED = LAST UP
O garrulousgeorge@frontfork.com Active 02/20/2020 3:51 pm  02/20/2
irkingirwin@saddleandpedals.com  Active 02/20/2020 3:51 pm 0242
] stingystella@saddleandpedals.com  |Passive 02/20/2020 3:51 pm  02/20/2(
Please Confirm l

Are you sure you want to DELETE selected ban rules?

Please confirm to continue.

«  Click 'Yes, Do it!' To confirm the removal
The user can now submit tickets to your portal.

243 Email Templates
Click 'Admin Panel' > 'Emails' > "Templates'

- Template sets allow you to create standardized emails for announcements, report natifications, tickets, and
USer responses.

There are two categories of template:
+  Global template - Click 'Settings' > 'Emails'
This template is used for emails from all departments IF no department template is set.
+  Department templates - Click 'Staff' > 'Departments'
These templates are used for emails from specific departments. Department templates over-rule global templates.
Both department and global templates the following sub-categories:
«  Scheduled Reports Templates: For mails to staff who receive scheduled reports
«  System Management Templates: For announcements to staff members
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- Staff Ticket Templates: For alert emails to staff when a predefined setting is triggered
«  End-User Ticket Templates: For auto-response emails to end-users.

General notes:
« You can create a custom template by cloning then editing an existing template.

« You can insert variables which dynamically fetch data from your portal. For example:
%({ticket.staff.name} - Inserts the name of staff member to whom the ticket is assigned

Use the following links to go to the area you need help with:
«  Email template sets
«  Create a new template set
- Edit a template set

+ Insert variables
Email template sets

«  Open the admin panel (see the last link on the left)
+  Click 'Emails' > Templates'

Service Desk = Service Desk >Emails > Templates

DASHBOARD
Email Template Sets
SETTINGS
(®) Add New Templats Set Show 25 records >
MANAGE
O NAME 3 STATUS = IN-USE DATE ADDED 3 LAST UPDATED =
(K emas ) v
Emails O Default Email Templates (HTML) (System Default) Active Yes 04/30/2018 1:55 pm 04/30/2018 1:55 pm
Banlist
- [1  Frontfork Company Active No 02/22/2019 2:28 pm 02/22/2019 2:28 pm
Diagnostic O For Maintenance department Passive No 02/23/2019 12:05 am 02/19/2020 12:42 pm
TIME SHEETS m} For Sales department Passive No 02/19/2020 11:19 am 02/19/2020 12:42 pm
STAFF SHED 1 Next>»
ANNOUNCEMENTS

Name: The label of the email template
+  Click the name of a set to view/edit templates within it

Status: Whether the template is enabled or disabled. Only active templates are available for selection in 'Settings' >
'Emails' and 'Staff' > 'Departments’.

«  Select a template set and click 'Enable’ or 'Disable’ at the top as required
In-use: Shows whether the template is used for global emails or a specific department
Date Added: Date and time at which the template was created
Last Updated: Date and time the template was most recently edited by an admin
Add a new template set

«  Open the admin panel (see the last link on the left)

+  Click 'Emails' > Templates'

«  Click 'Add New Template Set'
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Email Template Sets

(*) Add Na%ﬁmplﬂo Set
| NAME = STATUS = IN-USE
Default Email Templates (HTML) (System Default) Yes
[l Frontfork Company No
L

Add New Template

Template information

Name: *

Status: * Enabled @ Disabled

Template Set — Stock Templates - e
To Clone:

Language: English - US (English) e

Admin Notes : Internal notes.

«  Name: Enter a label for the template set

«  Status: Choose whether the template should be active or not. Only active templates are available for
selection in 'Settings' > 'Emails' and 'Staff' > 'Departments".

- Template Set To Clone: Choose an existing set to use as the starting point for your new, custom set.
« Language: Select the language of the new email template set.
«  Admin Notes: Add any comments on the new template set for internal reference.

Click 'Add Template' to save the new template.

You can now edit the templates in your cloned set as required:
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Edit a template set

«  Open the admin panel (see the last link on the left)

«  Click 'Emails' > Templates'

+  Click an email template set

Email Template Sets

cCOMODO

Creating Trust Online®

@ Add New Template Set
| NAME = STATUS £ IN-USE
Default Email Templates (HTML) (System Default) Yes
[l For Mainten@ce department Mo
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Update Template

Template infermatian
e For Manimarce departmernt
oo * Enzhied & Comabied
Language: * Erglish - L {Erglish)

Scheduled Reports Templates:: Clhck on the tithe o adit
Schedulnd Argoits

et sk in siad ol had crasted schaduled report

System Management Templates: Click an the tithe to adit

sroomncemen Motize
wmplate s 10 namly suleribiens on anmoun e

Staff Ticket Templates:: Chck on the title to edit

nlanal Hole At
Adert sk tn selecied siof. F erabled, onnew indemal rale

Murw Musasge At
alert senk 1o et ¥ enabled, when user replizs to an existing ticket.

Miow Thoket dlesrt
il il 1o wlal], o eeabled, o few okl

Moy Ticket Sharg
Ticket send fo staff, user or custom emall addeess.

Dvmrdemn Tichet Alary
Al sl 10 @1e on alale o cveedus lickels

i Waming Tieket Alert
st eenk 1o staft members when 3 ticket reachas waming levels defined in the SLA

Tichs! Axsignmant Alert
Alert senk i 5128 on Hoket assignment

Tighed Sk Clogt

Bt sl N st el on el kil

chet Tranafer Alerl
Alart sek o siaf on Hoket tansder,

Eneil-User Tickel Templates:: Click on the tithe o edit.

Musw Aarihity Hatios
Tamplale used 1o nafily celliborlors an tcket sctiity (9.9 CC omneply)

Muw Meszsge Asto-responss
Confirmation sent 10 user when a new message |5 appended 10 an cesting tickat.

Mew Ticket Aulo-raply
Canned Autn reply sont 1o usar on new tickel, based on fifter maiches. Cvenwties nomal” auic responsa

M Thekat SulD-1Esporss
AadriEapones we] b umer, il mraabled, on new Srket

Mew Ticket Motics
Motioe sent tn usar, IF enalied, on rew tckat creabed by s1aM on their behall je.g phone calls)

Thvmr Limik Mofce
A ona-lme ntice seel, i anshiad, when ysae Fan ceached =8 mezmire slisaes npes ket

B0 A inly Temelate
Template used on icke? responsarreply

Tickei Stage Templais
Templaie used on stsge fransfer

Adimin Motes - Internal notes.

The set contains the following templates:
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Scheduled Reports Templates

«  Scheduled Reports: Used to notify staff members that a report is ready.
System Management Template:

«  Announcement Notice: Emails used for messages to staff. See Manage Announcements to read more.
Staff Ticket Templates:

- Internal Note Alert: Sent to staff when a new internal note is added to a ticket. This can be enabled or
disabled in 'Admin Panel' > 'Settings' > 'Alerts & Notices' interface.

«  New Message Alert: Sent to staff when a user replies to an existing ticket. The alert can be enabled or
disabled in 'Admin Panel' > 'Settings' > 'Alerts & Notices' in the 'New Message Alert' section.

- New Ticket Alert: Sent to staff when a new ticket is created. This can be enabled or disabled in 'Admin
Panel' > 'Settings' > 'Alerts & Notices' interface.

- New Ticket Share: Sent to staff members when the member is added to a ticket.

- Overdue Ticket Alert: Sent to staff when a ticket is overdue. This can be enabled or disabled in 'Admin
Panel' > 'Settings' > 'Alerts & Notices' interface.

«  SLA Warning Ticket Alert; Sent to staff when activity, or lack of activity, on a ticket jeopardizes the terms of
a service level agreement (SLA) with a customer.

«  Ticket Assignment Alert: Sent to staff when a ticket is assigned to them. This can be enabled or disabled
at '"Admin Panel' > 'Settings' > 'Alerts & Notices'.

- Ticket Auto Close Alert: Sent to staff when a ticket is closed by auto-close rules. This can be enabled or
disabled at 'Admin Panel' > 'Settings' > 'Alerts & Notices'".

«  Ticket Transfer Alert: Sent to staff when a ticket is reassigned to them. This can be enabled or disabled at
'Admin Panel' > 'Settings' > 'Alerts & Notices'.

End-User Ticket Template:

«  New Activity Notice: Sent to end-users when there is a new response to one of their tickets.
+  New Message Auto-response: Sent to end-users after they post a new message to a ticket.

+  New Ticket Auto-reply: Canned responses sent to end-users after they submit a new ticket. These
templates are sent when the content of their ticket triggers a rule. The "auto-reply' overrules the 'auto-
response’

+  New Ticket Auto-response: Sent to end-users when a new ticket is created by them. The 'auto-response'
is sent if no "auto-reply' rule is triggered. The alert can be enabled or disabled at 'Admin Panel' > 'Settings' >
'Autoresponder’.

«  New Ticket Notice: Sent to end-users when a ticket is created on their behalf by a staff member. For
example, the user described their issue over the phone, and the staff member subsequently created a ticket
from the conversation. The alert can be enabled or disabled at '"Admin Panel' > 'Settings' > 'Autoresponder'.

«  Over Limit Notice: Sent to end-users when they have reached the maximum number of open tickets that
they are allowed. You can configure this number at '‘Admin Panel' > 'Settings' > Tickets' > 'Maximum Open
Tickets'. The alert can be enabled or disabled at 'Admin Panel' > 'Settings' > 'Autoresponder'.

« Response/Reply Template: Sent to end-users with canned response/reply alerts for active tickets.

« Ticket Stage Template - Sent to end-users when a ticket moves from one phase of processing to the next.
Applies only to multi-stage tickets.

Click on a template to view and edit the content. For example, the following screenshot shows the 'New Ticket Alert'
template in the 'Staff Ticket Template' category:
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Email Template Set/For Maintenance department

New Ticket Alert ~ ﬂ

New Ticket Alert
W Supported Variables
Email Subject and Body:

<> 49 A B I u A A 5 =2 = T /&= bW NN H ©@ = =

New Ticket Alert

Hi %{recipient.name},

MNew ticket #%{ticket.number} created

From: Yofticket name} <%lticket email}=

Department:  %iticket dept.name}

%{message}

To view or respond to the ticket, please login to the support ticket system

Your friendly Customer Support System

+  Edit the template content as required.

+  You can also insert variables to the content as required. The values for the variables are dynamically
fetched from ticket details and from the data you have in the support portal. See the next section, Insert
Variables , if you need help with this.

«  Click 'Save Changes' to update the template.

Insert variables

Variables are dynamic fields which you can add to your email templates. The values of the variables are drawn from
the ticket data and from your support portal. For example:

%{ticket.dept} - Inserts the name of the department to which the ticket is assigned.
+  Place your mouse over 'Supported Variables' to view a list of variables you can use:
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Email Template Set/For Maintenance department

SETTINGS

MANARE ar wms m - oas

Sen Ticket Variables

g Base Variables

%fticket.id} Ticket ID (internal ID)
B %{ticket.number} Ticket number (external ID)
%fticket.email} Email address

" %fticket.name} Full name — see name expansion

D %{ticket.subject} Subject

%{ticket.phone} Phone number | ext
%{ticket.status} Status

TIR o tticket. priority) Priority
%fticket.asset} Asset type

. %fticket.category} Category

%{ticket.subcategory} Subcategory
%{ticket.assigned} Assigned staff and/or team

%{ticket.create_date} Date created
%{ticket.due_date} Due date
%{ticket.close_date} Date closed

I =fticket.client_link}  Client's ticket view link
%iticket.staff_link}  Staff's ticket view link

Expandable Variables (See Wiki)

%{ticket.topic} Help topic

 %f{ticket.dept} Department

' %fticket.staff} Assigned/closing staff
%{ticket team} Assigned/closing team
Scheduled Reports Variables
%{report.type} Report type name
%{recipient.name} Recipient name
%{report.datetime_from}  Report filter time (FROM)
%{report.datetime_to} Report filter time (TO)

Please note that non-base variables depend on the context of use.

Other Variables
%{message}
%{response}
%{comments}
%{note}
%{assignee}
%{assigner}

%furl}

%{reset_link}

Name Expansion
first

.middle

Jast

full

Jegal

.short

formal
.shortformal
Jastfirst

Incoming message
Outgoing response

WSupported Variables

| B H e = -

Assign/transfer comments
Internal note (expandable)

Assigned staff/team

Staff assigning the ticket
ITarian Service Desk's base url

(FQDN)

Reset link used by the password

reset feature

First Name

Middle Name(s)

Last Name
First Last
First M. Last
First L.

Mr. Last

F. Last

Last, First

+ Insert the variables into the content where required. For example 'Your ticket has been assigned to %
{ticket.assigned} in the %{ticket.dept} department.'

Expandable Variables:

Expandable variables are variables to which you can add certain terms to fetch very specific information:

%iticket.client_link} Client’s ticket view link

%{ticket.staff_link} _ Staff's ticket view link short
| Expandable Variables (See Wiki) S
sho
%{ticket.topic} Help topic | l__,
%({ticket.dept} Department o
%iticket.staff} Assigned/closing staff
%{ticket.team} Assigned/closing team
Toehediled Reports varanies

%{report.type}

Report type name

~1 .

The possible extended variables are given below:

topic

%({ticket.topic.name} - The ticket category to which the ticket belongs.
%{ticket.topic.parent} - The parent category to the category to which the ticket belongs.
dept

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 180



S

Comodo One - Service Desk -,Ag_miﬁist"r'é’t’ij’r!égi-d"“é'/ COMODO

Creating Trust Online®

. /
_’_/"- /

f

%{ticket.dept.name} - The department to which the ticket is assigned.

%{ticket.dept.manager} - The person in-charge of the department to which the ticket is assigned.
%({ticket.dept.signature} - The signature message configured for the department.
%{ticket.dept.emailAddress} - The contact email address of the department to which the ticket is assigned.
staff

%({ticket.staff.name} - The staff member or the admin to whom the ticket is assigned.

%{ticket.staff.dept} - The department to which the staff member belongs.

%{ticket.staff. TZoffset} - The date and time at which the ticket is assigned to the staff member.
%{ticket.staff.email} - The email address of the staff member to whom the ticket is assigned.

%({ticket.staff.signature} - The signature message of the staff member

244 Test Outgoing Email Settings
Click 'Admin Panel > 'Emails' > 'Diagnostic.’
Administrators can check whether the alerts and notices for various settings are sent successfully to users and staff

members. The email delivery depends on the server settings and/or SMTP settings of the email account used for
sending out these emails.

+  The email accounts for sending system and alert emails are selected from the Settings > Emails interface.
See Email Settings and Options for more details.

«  The MTA settings for the SMTP server for the emails are configured from the Emails > Emails interface.
See Setup your Support Email Addresses for more details.

The 'Test Outgoing Email' interface allows administrators to send test mails from the email accounts configured for
sending outgoing emails to the email addresses which they can access, to check whether their SMTP settings are
valid and active.

Test the outgoing email settings
+  Click 'Emails' on the left then 'Diagnostic' in the Admin Panel
The 'Test Outgoing Email' screen will be displayed:
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= Comodo Ong » Service Desk » Emails » Diagnostic

Diagnostic

Test Outgoing Email

Use the following form to test whether your Outgoing Email settings are properly established.

From: * Select FROM Emall

Subject: * Comodo test email

Message: email message to send. *

<> 9 m B I v A @B 5 m @®m W™ W & = W o F - o

+  From: Select the outgoing email address to be tested. The drop-down displays the email
addresses added in Emails section. Refer to the section Email Addresses for more details.

+  To: Enter the email addresses that you want to receive the test email from the Service Desk
+  Subject: Enter the subject line for the test mail.
+  Message: Enter a message for email.

+  Click the 'Send Message'. If the outgoing mail settings are configured correctly, then the mail will be
delivered successfully.

2.5 Manage Time Sheets

+  Click 'Admin > 'Timesheets' to open this interface
«  Service Desk staff/agents can create time sheets to record time spent on tickets and other tasks.

- Staff should click 'Staff Panel' > 'My Time Sheets' to create or update a sheet. See Manage Staff Time
Sheets if you need more help on this.

« Admins can evaluate submitted timesheets and approve or reject as appropriate.

«  Approved sheets are saved for future reference. Rejected time sheets can be updated and re-submitted by
staff.

+  You can also generate a report on staff tickets, billable time and materials used. Go to 'Admin Panel' >
'Reports' > 'Agents' to do so.
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Open the 'Timesheets' interface
«  Open the admin panel (see the last link on the left)
+  Click 'Timesheets' on the left

ASHBOMRD piE: i
Amaiting Approesd (3] Rmjected (3} o (1) o | % ]
SETTINGE
(‘3‘ Apgrove  (x) Rzjert Showe 75 records v
WANAGE
1 PERMOD = HOURS + STAFF =

EMAILE
THAE SHEETS Z019-10-01 - 2019-10-15 Froeiion

S c 016 - 0159 Fromiiod

m} 20180916 - 201 8-09- 23 15:00:00 Fromifor

ANNOUNCEMENTS

REPDRTS € Prav Migort ¥

FINAMCE

STAFF PAMIEL

The category options at the top allow you to view the time sheets with different statuses.

«  Awaiting Approval - Displays time sheets that were submitted but have yet to be analyzed and
approved/rejected.

+ Rejected - Displays time sheets that were rejected by administrators. The rejected sheets can be edited by
the staff and re-submitted for approval.

«  Approved - Displays time sheets that have been approved by administrators. Clicking on a time sheet
allows you to view notes from the administrator and the details in the sheet. Approved sheets cannot be
deleted.

Column Headers
The column headers for the lists of all categories are the same.

- Period - Displays the date range of the time period covered by the time sheet. Clicking on the date range
opens the sheet and allows you to view the entries for analysis.

«  Hours - Displays the total hours spent by the staff member on the tickets and other tasks, within the time
period.

- Staff - Indicates the staff to whom the time sheet belongs.
Sorting Options:

«  Clicking on any column header sorts the items in ascending/descending order of the entries in that column
Search Options:
You can search for time sheets that fall within a specific date range.

+  Enter the 'From' and 'To' dates using the calendar icons beside the respective fields and click the 'Search'
button

+  To clear the results and display all items, clear the 'From' and 'To' fields and click the 'Search' button again
or simply click the respective category link at the top.

« By default, the interface displays 10 items per page. To increase the number of items displayed on a single
page, choose the number from the drop-down at the top right.
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Show 10 records r
Show 10 records

Show 25 records
Show 50 records
Show 75 records
Show 100 records

View, approve or reject a time sheet

«  Click the time sheet to be viewed
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%‘ Approved (1)

| Awaiting Approval (2)

[Z3] Rejected (0)

=] PERIOD 2

=] 200170402 - 2017-04-08

2017-04-09 - 2017-04-15

= Comodo One ! Service Desk > Staff » Time Sheets

COMODO
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View Time Sheet

Staff: Wile E Coyote
Time Zone: +00:00

AcTvery TME  Gaos  oato o
Ticket #1 01:00:00 01:00:00
Ticket #1 01:00:00 01:00:00
Misc

Problem dentification = 05:55:00 | 00:45:00 00:55.00 02:00:00
0S Reinstalation 16:45:00 01:00:00 02:00:00 03:00:00
License Activation

Application Installation

Total 01:45:00 02:55:00 O07:00:00

[Erd) (25

WED
04/12

01:30:00

00:45:00

02:15:00

THU FRI SAT
0413 04/14 04/15
00:45:00

05:00:00 05:00:00
05:45:00 05:00:00

The 'View Time Sheet' screen will appear with the details of tickets and miscellaneous jobs attended by the staff
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member with spent on them on each day, within the period covered by the sheet. By default, the first week of the
period will be displayed. You can navigate through successive weeks using the 'Previous Week' and 'Next Week'
buttons at the top right. You can evaluate the performance of the staff using various factors like time spent on the
tickets, total working hours on each day and so on.

«  To approve the time sheet, click the 'Approve' button
+  Toreject the time sheet, click the 'Reject' button
The sheet will be moved under respective category.
Alternatively, you can approve more than one sheet at once from the Time Sheets interface.
«  To accept several sheets at once, select the sheets from the 'Timesheets' interface and click 'Approve'
« Toreject several sheets at once, select the sheets from the 'Timesheets' interface and click 'Reject'

= Comodo One » Service Desk » Staff » Time Sheets

Awaiting Approval (2) Rejected (0) Approved (1) Fr

[+ PERIOD % HOURS =

20170402 - 2017-04-08 01:20:11

20170409 - 2017-04-15

& Prey

The approved time sheets will be moved to the 'Approved' category and the rejected time sheets will be moved to
the 'Rejected' category. You can view those sheets by clicking the respective categories at the top of the interface.

The rejected time sheets will also be displayed under the 'Rejected' category in the 'Staff Panel' for the staff member,
to view and edit. See Updating a Time Sheet in Managing Staff Time Sheets for more details.

After they correct and re-submit a time sheet, it will appear under the 'Awaiting Approval' category. Administrators
can review the sheet again and approve or reject it.

2.6 Manage Staff

Click 'Admin Panel' > 'Staff'

+  Staff Members are the support personnel who attend to tickets submitted by users. Staff may also be
referred to as 'agents' in Service Desk.

+  You can only add new staff members through the Comodo One interface.

+  Login to Comodo One > Click ‘Management' > 'Staff

«  Service Desk imports staff with the same role they have in C1. The role determines their permissions in the
Service Desk interface. You can also create custom roles in Service Desk if required.

+  New staff are assigned to the 'default’ Service Desk department. You can also create new departments and
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assign staff to them.
+  You can set the default department at '‘Admin Panel' > 'Settings' > 'System'

«  See Departments for more help with departments in general.
«  See Update a staff member for help to assign staff to a department

«  The staff area lets admins update staff details, create new roles and departments, create time-sheet
templates, and review material/expense items.

Service Desk = Comodo One > Service Desk > Staff > Staff Members

DASHBOARD Staff Members

SETTINGS — All Department ¥ — All Roles — - Apply

MANAGE
sShow 10 records v

EMAILS

ROLE & PORTAL

= NAME ¢ USERNAME # i o CREATED % LAST LOGIN %

TIMESHEETS STATUS DEPARTMENT
ROLE
[&] starr

[ ACME Corp mmexferd@yahoo.com Active Account Admin Account Admin Support 05/12/20159:16 am 04/20/2017 6:25am
Staff Members
Boles [ RoadRunner ftinlizzie@yahoo.com Active Admin Admin Support 05/12/201510:45am  04/20/2017 6:18 am
Departments
Timesheet Templates [ Wwile ECoyote coyoteewile@yahoo.com Active Admin Admin Support 05/12/201510:50am  04/20/2017 6:37 am
Material Approval

« Prev 1 Next»

ANNOUNCEMENTS

See the following sections for more on each area:
- Staff Members
- Staff Roles
+  Departments
+  Timesheet Templates
+  Material Approval

2.6.1 Staff Members
Click 'Admin Panel' > 'Staff' > 'Staff Members'

«  The staff members area lets you view and manage staff (a.k.a. 'Agents'), update their details, assign them
to departments, change their roles/permissions, and more.

Notes:
+  You can only add new staff members through the Comodo One interface.

«  Open C1 > Click 'Management' > 'Staff
+  See this page in the Comodo One guide for help to create staff.

+  New staff are assigned to the 'System Default' department. Click '"Admin Panel' > 'Settings' > 'System' to
view or change the default department. See Service Desk System Settings if you need more help.

+  You can create new departments and assign staff to them as required.

+  Service Desk imports staff with the same role they have in C1. The role determines their permissions with
the Service Desk interface. You can also create custom roles for staff.

Manage staff members
+  Open the 'Admin panel' (see the last link on the left)
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«  Click 'Staff' > 'Staff Members'

Service Desk = service Desk »Staff > Staff Members

DASHBOARD

Staff Members
SETTINGS - All Departments - v - All Roles - v Apply
MANAGE
¥YRole Resat Show 25records |~
EMAILS
[0 NAMEs: USERNAME 3 STATUS & ROLE 3 PORTAL ROLE & DEPARTMENT 3 CREATED 3 LASTLOGIN =

TIME SHEETS

® STAFF v

Staff Members

] hy I 1 |.com Active Account Admin Account Admin Support 05/21/2018 10:09 am 02/13/202011:13 am

Steam Ship ssgalia@yahoo.com i i nician ‘System Default — ( Support ) 03/04/2019 9:44 am 03/04/20191:19 pm

John Grey john22grey@yopmail.com Active Technician Technician System Default — ( Support ) 10/15/2019 12:43 pm

Roles

Departments O Amir fsregicnaltransport@gmail.com Active Technician Technician System Default — ( Support ) 02/11/2020 10:38 am 02/11/2020 10:40 am

Timesheet Templates

Next»

Material Approval «Prev

ANNOUNCEMENTS

REPORTS

FINANCE

STAFF PANEL

«  Name: The full name of the staff member.

+  Click the name to open the 'Update Staff' screen. The screen lets you view and edit staff details and
change their role and department. See Update details, role and department of a staff for more
information.

« User Name: The name the staff member uses to login to Service Desk.
- Status: Active - Can login and access Service Desk. Locked - Cannot login to Service Desk.

+  Role: The role determines the Service Desk permissions of the staff member. You can change a staff
member's role in the 'Update Staff' dialog.

+  See Update staff details for more.
. See Staff Roles to read more about roles.

+  Portal Role: The role assigned to the staff member in the Comodo One Portal. There are three default roles
in C1 that are not editable - 'Account Admin', '"Admin’, and 'Technician'.

You can create a custom role by cloning a default role then editing its permissions. If a staff member has a
custom role then the portal role column shows the default role from which it was created.

+  See https://help.comodo.com/topic-289-1-716-11210-Manage-Roles.html to read more about portal
roles.

«  Department: The Service Desk department to which the staff member belongs. Click the staff member's
name to change the department. See Update details, role and department of a staff if you need more
help.

+  Created: The date at which the staff member was added to Comodo One.

+ Last Login: The date and time the staff member most recently logged into Service Desk.
See the following for more help:

«  Update staff details, role and department

+ Reset the role assigned to staff
Update staff details, role and department

You can view and edit the staff member's phone number, department and role. You can also edit the signature
appended to outgoing mails from the staff member.

«  Open the admin panel (see the last link on the left)
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«  Click 'Staff' > 'Staff Members'
«  Click the name of the staff member.

Staff Account

User Information

Username: ssgalia@yahoo.com

Staff Mame: Steam Ship

Email Address: ssgalia@yahoo.com

Role: Technician =
Department: System Default — ( Support ) w
Phone Number: | Ext

Maobile Mumber:

Staff's Signature: Optional signature used on outgoing emails.

Signature is made available as a choice, on ticket reply.

User Name - The name the staff member uses to log into Comodo One and Service Desk
Staff Name - The full name of the staff member
Email Address - The email address of the staff member

Note: You cannot edit the username or email address from here. Account admins can edit the staff name in the
Comodo One interface at 'Management' > 'Staff'.

Role - The role determines the staff member's privileges in Service Desk. There are two ways you can approach
roles:

1) Use the Comodo One roles - Login to C1 > click 'Management' > 'Roles'".
All roles created in C1 are automatically mirrored in Service Desk. You can clone a default C1 role and

modify it's permissions to create a custom role. C1 roles are also cascaded to other modules such as
Endpoint Manager and CRM.

2) Create roles in Service Desk - Open Service Desk > click 'Admin Panel' > 'Staff' > 'Roles’

Roles you create in Service Desk are exclusive to the application. They are not mirrored in other Comodo
One modules like Endpoint Manager or CRM.
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Staff imported from C1 inherit the role they have in the portal. You can change this role in the Service Desk
interface at any time.

«  See Staff Roles if you want to read more about adding and managing roles.

Select a role for the staff member from the drop-down:

Email Address: ssgalia@yahoo.com

Role: ‘Technician

Account Admin
Department: Admin

Admin for Material Approval

Support for Access Issues

Department - The internal department to which the staff member belongs. New staff are auto-assigned to the
Service Desk 'Default’ department. You can view and change the default department at 'Admin Panel' > Settings' >
'System'. See Service Desk System Settings for more guidance on setting default department.

Service Desk ships with three basic departments:
+  Support
« Sales
«  Maintenance

Click 'Admin Panel' > 'Staff' > 'Departments' to create new departments. See Departments for more guidance on
managing departments.

Select a department you want to assign to the staff member from the drop-down:

Role: Technician | |

Department: i System Default — ( Support ) [ v

Systemn Default — ( Support )

Phone Number: Support

Sales

Maintenance

Phone Number; Enter the contact number and extension for the staff member.
Mobile Number: Enter the cell phone number of the staff member

Staff Signature: This text is appended to all outgoing mails from staff to customers. It can include, for example,
company contact details, disclaimers or 'About us' information.

Click 'Save Changes' to update the staff member's details.
Reset the role assigned to a staff
Resetting a staff member's role reverts it to their original C1 role.
+  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Staff Members'
«  Select the target staff
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+  Click 'Role Reset' at the top left.

= Service Desk » Staff » Staff Members

Staff Members

Qﬂolqﬁ;sel

[] NAME = USERNAME % STATUS = ROLE % PORTAL ROLE =

[l erculespopular  herculespopular22@gmail.com  Active Account Admin Account 4

ssgalia@yahoo.com Technician to solve access issues

John Crey john22grey@yopmail.com i Admin for material approval

(] Armnir fsregionaltransport@gmail.com  Active Technician Technicia

« Prev 1

i
| Please Confirm ‘

Are you sure you want to Role Reset selected staff? ‘

Please confirm to continue.

+  Click 'Yes, Do it!" in the confirmation dialog.

2.6.2 Staff Roles
Click 'Admin Panel' > 'Staff' > 'Roles'

+  Roles determine the permissions and access rights that staff members have within the Service Desk
interface.

«  Service Desk inherits three roles from Comodo One:

«  Account Administrator
«  Administrator
- Technician

+  'Account Administrator' and 'Administrator' cannot be deleted, but you can modify them. These roles initially
have access to all areas and full control over all departments.

+  You can also create custom named roles with different permissions.
- Staff added to C1 are imported to Service Desk with the same role they have in C1 .

+  Admins can move staff to another role in the 'Staff Members' interface ('Admin Panel' > 'Staff' > 'Staff
Members' > click on a staff member's name). See Update details, role and department of a staff in the
previous section if you need help with this.

See the following for more help:
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+  The roles interface
«  Create a new role
« Editarole
+  Remove roles
The roles interface
«  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Roles'

DASHBOARD
User Roles
SETTINGS I
@AdéNew Role Show 25 records e
MANAGE
[l ROLE NAME = STATUS = MEMBERS ¢ DEPARTMENTS = CREATED ON = LAST UPDATED =
EMAILS
Account Admin Active 1 3 05/21/2018 10:09 am 05/21/2018 10:09 am
| TIME SHEETS
Admin Active 0 3 05/21/2018 10:09 am 05/21/2018 10:09 am
@D v
Technician Active 1 3 05/21/2018 10:09 am 05/21/2018 10:09 am
Staff Members
(] Admin for material approval Active 1 0 02/13/2020 12:10 pm 02/13/2020 12:10 pm
depatiments [0  Technicianto solve accessissues  Active 1 1 02/13/2020 12:10 pm 02/13/2020 12:10 pm
Timesheet Templates
Material Approval & Prev MNext®
! ANNOUNCEMENTS

REPORTS

Role Name: The role label.
+  Click the role name to update it. See Edit a role for more details.
Status: Enable or disable the role.
- Staff members with a disabled role cannot login to Service Desk.
«  Click the role name to activate / deactivate the role.
Members: The number of staff members assigned to the role.
«  Click the number to view the member list.
Departments: The number of departments that can be accessed by role members.
Created On: The date and time at which the role was created.

Last Updated: The date and time the role was last modified.

Create a new role

«  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Roles'
+  Click 'Add New Role' at the top:
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ice Desk > Staff > Roles

User Roles
(¥) Add %\r Role
| ROLE NAME 3 STATUS = MEMBERS 3 DEPARTMENTS =
Account Admin Active 1 3
Admin Active 0 3
Technician Active 1 3
L '3
Add New Role

Role Information: Disabled role will limit staff members access. Admins are exempted.

Mame: *

Status: @ Active Disabled

Group Permissions: Applies to all group members

Admin Panel Staff Panel
v Dashboard v Settings v Manage
Dashboard Company Ticket Categories
Notifications System Ticket Filters
Tickets SLA Plans
M users B APIKeys
Emails Pages
Access Control Settings Forms
Knowledgebase Lists
I Autoresponder I Assets
Alerts & Notices Materials
Charging
v Emails Time Sheets v Staff
Emails I staff Members
Banlist Roles
Templates Departments
I piagnostic B Timesheet Templates
B material Approval
"] Announcements v [ Reports v [ Finance

You can pick different permissions for the admin panel and the staff panel. From top-to-bottom, role permissions are
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split into three main groups:
+  Group permissions - which areas of the staff and admin panels are visible to role members.
«  Functional permissions - what actions role members can or cannot do.
- Department access - which departments role members are allowed to access.
The ' Add New Role' screen contains the following fields and options:
Role Information
«  Name: Enter a descriptive label for the role.

- Status: Select whether the role is active or disabled. If disabled, role members cannot login to Service Desk
and will not receive department alert & notices.

Group and Functional Permissions

+  Group permissions let you set access rights to specific features and areas of Service Desk. You can set
different permissions for both the admin and staff panels.

+ Disabled features will not be visible to staff who have this role.
«  The area directly underneath lets you choose the functions that role members can perform:
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Admin Panel Staff Panel

v Dashboard v Settings
Dashboard Company
Notifications System

Tickets
Users
Emails

B Access Control Settings
Knowledgebase
Autoresponder

Alerts & Notices

v Emails I Time Sheets

Emails

Banlist

Templates

Diagnostic

Announcements v Reports

Time Log
Tickets
Assets

Service Types
Departments
Agents

Users

Resource Appointment

[ | can Edit Tickets  Ability to edit tickets.

[ ] Can PostReply  Ability to post a ticket reply.

[ ] Can Close Tickets  Ability to close tickets. Staff can still post a response.

[ | can Assign Tickets  Ability to assign tickets to staff members.

[ ] can Transfer Tickets  Ability to transfer tickets between departments.

[ ] Can Delete Tickets  Ability to delete tickets (Deleted tickets can't be recovered!)

[ | can Ban Emails  Ability to add/remove emails from banlist via ticket interface.

COMODO
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v Manage

Ticket Categories
Ticket Filters
SLA Plans

API Keys

Pages

Forms

Lists

Assets

Materials
Charging

v [ staff

Staff Members

Roles

Departments
Timesheet Templates
Material Approval

v Finance

Cost
Contracts

[ ] can Change Outgoing Emails  Ability to change default outgoing email address during ticket reply.
[ | can Manage Premade  Ability to add/update/disable/delete canned responses and attachments.
[] can Manage FAQ  Ability fo add/update/disable/delete knowledgebase categories and FAQs.

[ | can View Staff Stats  Ability to view stats of other staff members in allowed departments.

[ ] Can See Issue Summary & DetailsOn Top  Ability to see issue summary& details on top in new ticket screen.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 195



cCOMODO

Creating Trust Online®

Department Access

+  Select which departments can be accessed by role members. These departments are additional to the
primary department to which the staff member belongs.

Admin Notes
+  Add remarks regarding the role for the reference of other admins.
+  Click the 'Create Role' button to save your new role.
Edit a role
«  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Roles'
+  Click on the role you want to edit.

User Roles

(3) Add New Role 2

| ROLE NAME 5 STATUS £ MEMBERS $ DEPARTMENTS % CREATED ON %
Account Admin 1 3 05/21/2018 10:09 am
Admin 0 3 05/21/2018 10:09 am
Technician 1 3 05/21/2018 10:09 am

O Admin for material approval 1 0 02/13/2020 12:10 pm

1 02/13/2020 1210 pm

Technician to S@Ive access issues

Update Role

Role Information: Disabled role will limit staff members access. Admins are exempted.

Name: * Technician to solve access issues

Status: @ Active Disabled

Group Permissions: Applies to all group members

Admin Panel Staff Panel
w | | Dashboard w | | Settings w | | Manage
| Dashboard _| Company _| Ticket Categories
| Notifications _| System _| Ticket Filters
Tickets SLA Plans
Users APl Keys
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The 'Update Role' interface lets you change the role name, enable/disable the rule and change role permissions.
The interface is similar to 'Add New Role" interface. See the explanation above for help to do this.

Remove roles

You cannot delete roles inherited from C1, and you cannot delete roles that still have staff assigned to them. Remove
all staff from a role before attempting to delete it.

«  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Roles'

+  Select the role you want to remove

+  Click 'Delete":

= Service Desk » Staff » Roles

User Roles
(%) Add New R{le @'Do@a Show 25 rec
|+¥] ROLENAME g STATUS = MEMBERS = DEPARTMENTS = CREATED ON =

Account Adnin Active 1 3 05/21/2018 10:09 a
Admin Active 0 3 05/21/2018 10:09 an
Technician Active 1 3

05/21/2018 10:09 an

Admin for me terial approval i 02/13/2020

Technician to solve access issues i 02/13/2020

Please Confirm

Are you sure you want to DELETE selected roles?

Deleted groups CANNOT be recovered and might affect staff's access. ‘

Please confirm to continue. ‘

«  Click 'Yes, Do it!" to confirm the removal

2.6.3 Departments
Click 'Admin Panel' > 'Staff' > 'Departments'
«  Service Desk ships with three default departments:

+  Maintenance
«  Support (default)
«  Sales
« Al new staff are initially assigned to the default, 'Support' department. You can change the default
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department at anytime in 'System Settings & Preferences' (‘Admin Panel' > 'Settings' > 'System')

+  Tickets will also be assigned to the default department if they are not already routed to a different
department. Tickets can be re-routed by a ticket category, by incoming email settings, or by ticket
filter settings. See 'Ticket Settings and Options' for more details.

«  You can create additional departments based on your requirements. For example, a department called
'‘Computer Maintenance' could be populated with staff who have the required skill set to deal with such
tickets. Ticket Categories and Ticket Filters can be configured to route new tickets to staff members in the
appropriate department.

Manage departments
+  Open the 'Admin Panel' (see last link on the left)
+  Click 'Staff' > 'Departments' in the left-hand menu

..... e

= Comodo One » Service Desk » Staff ¥ Departments

Departments

IE) Add New Deparument Show 10 recards v

HAME = TYFE & QUOTE & LUISERS & EMAIL ADDRESS = DEPT. MAMAGER =
Suppod (Default) Puibslic Disabled 6
Sales Public o
Maintenance Private i

Pusblic Disabled ]

Test Departmsent Puinlic Dizahled i

« Prev 1 Next®

«  Name: The department label.

«  Type: 'Public' or 'Private". 'Users can submit tickets to a private department, but will not be able to view the
department name. The department signature will not be included in email replies.
+  Click a department name to open its settings and switch its type between public and private.

The default department must be public. Go to 'Admin Panel' > 'Settings' > 'System' to set the
default department.

«  Quote: If enabled, staff can create price quotes for the cost of the ticket from within the ticket itself.

«  Users: The number of staff that have access to the department. Click the number to view all entitled staff
members.

Email Address: The outgoing email address configured for the department.

+  Dept. Manager: The staff member/admin assigned to manage the department. Click the name to open the
'Update Staff' screen.

Add a new department
+  Open the 'Admin Panel' (see last link on the left)
+  Click 'Staff' > 'Departments' in the left-hand menu
+  Click the 'Add New Department' link:
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Department

Add New Department

Department Information

Nama: *

Type: ® Public Private (Internal)

SLA — System Default — =
Manager: — Mone — v
Quote: Enables or disables to open quote

Ticket Assignment Restrict ticket assignment to department members

Qutgoing Email Settings

Outgaing Email: — System Default — 4

Template Set — System Default — v

Autoresponder Settings:

New Ticket Disable for this Department

New Message: Disable for this Department

Auto-Response Department Email v
Email

Alerts & Notices:

Recipiants Department and Group members v

Role Access: Check all roles allowed to access this department.
Account Admin (1)
Adrmin (1)
Technician ()

Technician Org 1{2)

Department Signature:

Department Information
«  Name: Enter a label for the department

+  Type: 'Public' or 'Private’.
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+  'Public' - Users can submit support tickets to public departments. Users can view the assigned
department in the client portal.

«  'Private’ - Users can submit support tickets to private departments, but cannot view the assigned
department in the client portal. The department signature is not shown in email replies.

«  SLA: Select the Service Level Agreement (SLA) for the tickets routed to this department.

« Manager: Select a manager for this department from the list of staff members. Managers have the right to
unassign tickets and can be configured to receive special alerts. See Configure Alerts and Notices for
more details.

+  Quote: Choose whether the department should be allowed to generate quotes for billable products and
services from the Service Desk console. If enabled, staff members attending to a ticket assigned to the
department can initiate a quote from the 'Ticket Details' interface. See explanation of quote generation in
the section Ticket Details for more details.

- Ticket Assignment: If enabled, new tickets created can be assigned to staff members belonging to this
department only and staff members of different groups having access to this department.

Outgoing Email Settings

+  Outgoing Email: Select the outgoing email address that should be used for this department's replies to
users in response to their tickets. See Setup your Support Email Addresses for details about how to
add/edit email addresses.

«  Template Set: Select the email template set that should be used for sending auto-responses and alerts &
notices for tickets routed to this department. See Email Templates for details about how to add/edit email
templates.

Autoresponder Settings

+  New Ticket: If selected, auto-response emails on creation of new tickets and routed to this department is
not sent. This setting overrides the global settings configured in Autoresponder Settings screen.

+  New Message: If selected, auto-response emails to users to confirm newly posted messages for tickets in
this department is not sent. This setting overrides the global settings configured in Autoresponder
Settings screen.

+  Auto-Response Email: Select the auto-response email address that should be used for this department.
See Setup your Support Email Addresses to know more about how to add/edit email addresses.

Alerts & Notices

+ Recipients: Select the recipients from the drop-down options who should receive the configured alerts &
notices on ticket events.

Role Access

This section displays the list of staff roles and the number of members in each. Select the roles so that the staff with
those roles can access the tickets assigned to the department, and to participate in departmental activity.

Department Signature

Enter the signature of the department that will be displayed in the ticket reply emails. The option to select this is
available in the Staff Panel in ticket related screens.

- Click the 'Create Dept' button at the bottom of the screen for the settings done in the page to take effect.
Edit a department'’s details
«  Click on the department name in the list.

The 'Update Department' screen will be displayed. The update procedure is same as explained above while adding a
new department.

Delete a department

«  Select the department that you want to delete, click 'Delete’ at the top and confirm the deletion in the
'Confirmation’ dialog. Please note that the default department is public and therefore cannot be deleted.
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2.6.4 Time Sheet Templates
Click 'Admin Panel' > 'Staff' > 'Time Sheet Templates'

«  Timesheets let staff record time spent on tickets and other tasks. See Manage Staff Time Sheets if you
want background information on this item.

«  Timesheet templates let you create sheets with activities tailored to your business.

«  Once saved, staff can choose the template as the basis of a new time sheet in 'Staff Panel' > 'My Time
Sheets'. Staff just need to enter the time spent on each activity.

+  Admins can review, approve or reject submitted timesheets.
Manage Staff Time Sheets

The 'Timesheet Templates' interface allows administrators to create and manage timesheet templates. To open the
interface:
+  Click 'Staff' on the left then Timesheet Templates' in the Admin Panel

= Comodo One » Service Desk » Staff » Timeshest Templates

.
Timesheet Templates
@ Add New Tempiate Show 10 records ¥
NAME & CREATE DATE &
R&D 12/18/2016 &:4T pm
nsiallation 01,/02/2017 3:3%9 pm
Malntenancs 0/02/2017 524 pm
« Prev h | Mext»

«  Name: The name of the timesheet template. Clicking on a template name will open the template activities
screen. Template activities are the individual tasks included in a template.

+  Create Date: Date on which the template was created.
Add a new timesheet template
«  Click the 'Add New Template' link at the top
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Timesheet Templates

Ol

& AME = CREATE DATE =

7]
Add New Template
B
MName Stores
C

The 'Add New Template' dialog will appear. Each template name should describe a broad category of task type. For
example, 'Server Installation' or 'System Maintenance'. You can define sub-tasks within the template as 'Activities'
later.

+  Enter a name for the new template shortly describing the task and click 'Continue'.
The next step is to add activities to the template. Each activity should be a constituent task of the template.
+  Click 'Add New Activity' at the top of the timesheet template

Templates Activities for Stores =

Show 10 records v

No matching records found

Add New Template Activity

Maxtn

Mame

+  Enter the name of the activity in the 'Add New Template Activity' dialog and click 'Continue'
The activity is added to the list.
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Timesheet templates activites add successfully

Templates Activities for Stores »

Add Mew Actlviny Show 10 records =

NAME =
Purchases for maintenance department

& Prey Mext »

+  Repeat the process to add more activities to the list
+  Select an activity and click 'Delete' to remove it
The template is available for selection when a staff member creates a time sheet in the Staff Panel.

SE pASHBOARD b
View Time Sheet
H, users >
Update Tlcket's Data m Tirne Zone+H5:20 g

o , | I

NOWLEDGEBASE >
=l « g5 Set Time Sheet's Period
{5 mv TimE sHEETS w

Period. *
Mot Submitted (1)
Rejected (0) Weekly
Awaiting Approval {4)
Appraved (1)
T lata:
e
Select Template T
=] CALENDARS
Select Template

FEL
Ingtallation

[=] PROJECTS
——
sr
[Z] conTRACTS ‘-—-225——--

On selecting the template, the time sheet will be automatically populated with all activities in the template.

B

View Time Sheet

el o o o [ s |
SUN MOK TUE WED THU (21) sarT
ACTITY U o402 [1L fy=s] o o4 oamas o406 o407 o4oe

Staff can enter the time spent per day on each activity. If required, staff can add new activities to the time sheet by
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clicking 'Add New Line'. For more details on creating and managing time sheets, refer to the section Managing Staff
Time Sheets.

Edit or update a time sheet template
+  Click the name of the template from the 'Timesheet Templates' interface
The "Template Activities' interface for the selected template will open.

Timesheet Templates

(2) Ad Wew Temptane Templates Activities for Stores =
ﬂ [E:l Add Mew Actieity

HAME 2

Purchases for maintenance deparimant

Purchases for office

« Prav

You can change the name of the template and add or remove activities. The process is similar to adding a new
template as described above.

«  Toremove a template, select it and click 'Delete’ at the top

Please Confirm

Are you sure you want to DELETE selected ?

Deleted time sheets CANMNOT be recovered, including any associated attachments.

Please confirm to continue.

+  Click 'Yes, Do it!" in the confirmation dialog.

2.6.5 Material Approval
- Staff can add a list of expenses and costs to a ticket which were incurred while resolving an issue.

+  Material costs and expenses need to be approved by an administrator before they are included in a
customer's bill.

+  The 'Materials Approval' screen lets admins approve or reject costs added to tickets by staff.
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Open the 'Materials Approval' interface
«  Open the admin panel (see the last link on the left)
+  Click 'Staff' > 'Material Approval’

=
= Comoda One » Sandca Desk » Staff » Materlal Approval

Material Approval
Bwnting Appraval [17] Ajmeind (1) Approwsd (L] [ ] m J Selert Staff L
Show 10 recands
MATERIAL NAME 2 CDET 2 TICKET # % DATE ADDED 3 LAST UPDATED 2 ETAFF %
ri Cartridge Holder 8.00 04/271/2006 220 pm
M vk Cartridge 40.00 22 04212006 3220 pre
4 GH RAM 24.9% 23 04/ Z5/2005 1225 pm
Milazge 500 D4FZ5/ 2006 12:25 pm
Tal 25.00 a4 P19/ £33 pr
HF Irik Cariridge 100.00 148 1270220156 341 pm
4 0 Rak 2000.00 LT 12002 2096 341 iy
Ink Cartndge Holder 40040 44u 120033016 3:42 pn
HF Ink Cannadga s00a 445 120277016 343 pm
4GB RamM 1500.00 FEE) 120N G 343 prn
P M

The links at the top allow you to filter material requests by:
«  Awaiting Approval - Displays materials that were added by staff but have yet to be approved/rejected.
+ Rejected - Displays materials that were rejected by administrators.
«  Approved - Displays materials that have been approved by administrators.

Column Headers

« Material name - Displays the name of the material or expense added to the ticket. A'Material' doesn't
always have to be a physical item. It could also describe an expense item related to a ticket, such as
highway toll fees.

«  Cost - Material cost as entered by the staff member.

« Ticket # - Indicates the ticket number to which the material/expense has been added. Clicking the ticket
number opens the ticket details page. See Ticket Details for more details.

+  Date Added - Indicates the date and time at which the material/expense was added to the ticket. This
column is only visible for materials in the 'Awaiting Approval' category.

« Last Updated - Indicates the date and time at which the material/expense details were last modified. This
column is only visible for materials in the 'Awaiting Approval' category.

- Staff - Indicates the staff member who added the material to the ticket

« Reason - Displays the reason mentioned by the administrator for rejecting the material cost/expense.
(Available only for 'Rejected' category)
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View, approve or reject a material/lexpense item
+  Click the 'Awaiting Approval' link.
+  Use the filter options to search for a specific item if required.
«  Select an item or items using the check-boxes on the left.
+  Click the 'Approve' or 'Reject' link at the top.
The status of the material/expense item will be updated immediately in the ticket details page of the respective ticket.

Search Options:

+  Use the calendar icons beside the 'From' and ‘To' date fields to search for materials/expenses added within
a certain date range. Click 'Apply".

- To search for materials/expenses added by a particular staff member, select the staff member from the
‘Staff' drop-down (default = all). Click ‘Apply".

«  To search for materials/expenses added to a specific ticket, enter the ticket number in the 'Ticket #' field.
Click 'Apply".

+  You can use more than one filter at a time to search for specific items

« Todisplay all results again, clear all fields / choose 'Select Staff' in the 'Staff' drop-down then click 'Apply'.
Alternatively, click the category link at the top (‘Awaiting Approval', 'Rejected' or 'Approved’)

Sorting Options:
+  Click a column header to sort items in ascending/descending order

«  The 'Show records' drop-down on the right allows you to select the number of entries to be displayed per
page. The options range from 10 records per page up to 100.

2.7 Manage Announcements

Click 'Admin Panel' > 'Announcements'
+  You can send email notifications containing important information to all staff members.

«  Announcements can be about items like changes to work flows, upcoming server maintenance, reminders
to close tickets within the stipulated time, and so on.

+  You can send announcements immediately or save as a draft to circulate later.
Use the following links to jump to the task you need help with:

+  Overview of the interface

+ Create a new announcement

+  Send an announcement

« Update an announcement
Overview of the interface

«  Open the Admin panel (see the last link on the left)

+  Click 'Announcements':
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DASHBOARD
Announcements
SERNeS Show 25 records v
@ Add New Announcement @ Delete 4 Deliver «Ready for sent » |
MANAGE
[l TITLE = STATUS £ DATE ADDED = LAST UPDATED %
EMAILS
New S| A added to Service Desk Ready for sent 02/11/2020 3:59 pm  02/11/2020 4:11 pm
TIME SHEETS X 240 = 200 >
(] Important Announcement Sent 02/11/2020 4:00 pm  02/11/2020 4:00 pm
STAFF
O New holiday list Draft 02/11/2020 4:01 pm  02/11/2020 4:01 pm
ANNOUNCEMENTS
(] Meeting on Friday Ready for sent 02/11/2020 4:02 pm  02/11/2020 4:02 pm
REPORTS
€ Prev 1 Next»
FINANCE

+  Title: The subject of the announcement.

+  Status: Whether the announcement has been sent, is ready to send, is saved as a draft, or is in the
process of being sent.

+ Date Added: The date when the announcement was added to Service Desk.
+ Last Updated: The date and time when the announcement was added/edited.
Click a column header to sort items in ascending/descending order.
Create a new announcement
«  Open the admin panel
+  Click 'Announcements' on the left
+  Click 'Add New Announcement":
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‘ = Service Desk > Announcements

Announcements

{-:l-) Add Nawaﬁuunmmlﬂt ] Delete & Deliver =Ready for sent »

] ITLE & STATUS =

|dew SLA added to Service Desk Ready for sent

Add new announcement

Title: |
Status: Draft w

Content:

Add Announcement

Title: Enter the title for the announcement
Status: Select the status of the announcement. The options available are:

+  Draft: Announcements that are incomplete and can be saved as draft. These cannot be sent to staff
members.

+  Ready for sent: Announcements that are ready for sending to staff members.
Content: Enter the message you wish to send to staff members.
Click 'Add Announcement' to save.
Send an announcement

+  Open the admin panel

+  Click "Announcements' on the left

«  Select the announcements you want to send

+  Click 'Deliver <Ready for sent>"
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= Service Desk > Announcements

Announcements
@ Add New Announcement '@' Delety” o Ddiwﬁlmﬂ for sent » Show 25 records -
O TITLE 5 STATUS 3 DATE ADDED = LAST UPDATED =

MNew SLA added to Service Dest Ready for sent 02/11/2020 3:59 pm 02/11/2020 4:11 pm
O Important Announcement Sent 02/11/2020 4:00 pm 02/11/2020 4:00 pm
Please Confirm

Are you sure you want to deliver all «Ready for sent » announcements to subscribers

«  Click ;Yes, Do it!" in the confirmation dialog
Service Desk sends the announcement via email to all staff members.

Note - You can only send announcements that have the status 'Ready for sent'. Click 'Admin Panel' >
'‘Announcements' to change the status of an announcement.

Update an announcement

You can change the subject, content and status of a saved announcement at any time.
«  Open the admin panel
+  Click "Announcements' on the left
+  Click on the title of the announcement you want to edit
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Announcements

G) Add New Announcement

Il TITLE = STATUS = DATE ADDED = LA

New SLA added to Service Desk Draft 02/11/2020 3:59 pm
[l ouncement Sent 02/11/2020 4:00 pm
Add new announcement
Title: New SLA added to Service Desk
Status: Draft w
Content: A new SLA has been added. It is available for selection

Update Announcement

+  Change the title, content and status as required.
+  Click 'Update Announcement' to save your changes
Remove an announcement
«  Open the admin panel
+  Click 'Announcements' on the left
+  Select the announcement that you want to delete
«  Click 'Delete" at the top of the screen and confirm the deletion.

2.8 Generate Reports

Click 'Admin Panel' > 'Reports'
«  Service Desk reports provide comprehensive data on ticket activity.

+  You can generate billing reports, department reports, time-log reports, asset reports, agent reports
(admin/staff members) and user reports.
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«  You can also schedule reports to be auto-generated at set times and sent to selected recipients.
Open the 'Reports’ screen:

«  Open the admin panel (see the last link on the left)

+  Click 'Reports":

DASHBOARD
Reports
SETTINGS
Time Log
MANAGE
EMAILS Period From 02/01/2019 o | To 02/28/2019 0 |
TIME SHEETS Department Select Department v Category Select Category -
Agent Select Agent v Asset Select Asset v
STAFF
Service Type Select Service Type v
ANNOUNCEMENTS
[Z) reporrs v m
Time Log
Tickets Scheduled Reports 2
Assets
Service Types
Every month on 24 at 12:00 for last month Z @
Departments
Agents
Users
Resource Appointment

Report Types
« Time Log: Generate a report on tickets between specific dates.
- Tickets: Generate granular reports on ticket activity. You can filter the report by numerous criteria.

«  Assets: Areport on tickets that included work on a specific asset. Assets are items like printers,
workstations, servers etc.

+  Service Types: Generate reports by the type of support provided in the ticket. This can be 'Remote’,
"Telephone' or 'On-Site'. The report also shows the time spent and the charges applied.

«  Departments: Generate a report on tickets worked on by specific departments.
«  Agents: Generate a report on tickets worked on by selected staff members.

«  Users: Users are the people who submit tickets to your support department. This section lets you generate
reports on tickets from named users.

+ Resource Appointment; Appointments are activities that were added to an agent / staff member's
calendar. For example, to schedule an on-site visit. These reports show the number of hours spent on
appointments by specific agents between dates that you select.
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See 'Scheduled Reports' for help to schedule reports.

Tip: You can generate cost reports for customers and contract reports from 'Admin Panel' > 'Finance' > 'Cost'. See
Generate Cost Reports if you need help to do this.

2.8.1 Time Log Reports
Click 'Admin Panel' > 'Reports' > 'Time Log'
«  Time log reports provide information on ticket activity during selected periods.

Each report includes the date/time of ticket creation, ticket ID, the ticket assignee, the asset type that the
ticket concerns, and the status of the ticket.

+  Reports can be exported to PDF and CSV formats.

Tip: You can also view Service Desk logs in the Comodo One portal.
+  Click 'Management' at the top of the portal interface and select 'Audit Logs'

For more help with this, see the online help page https://help.comodo.com/topic-289-1-716-12456-View-Audit-
Logs.html.

Create a time log report

«  Open the admin panel (see the last link on the left)
+  Click 'Reports' > 'Time Log'

Reports
Time Log
Period 04/01/2018 To: 04/11/2018
From:
Department: Select Department |~ Category: Select Category >
Agent: Select Agent w Asset: Select Assget >
Service Select Service Typ  [>
Type:

Scheduled Reports E

You do not have any scheduled report

Filter options
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+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

- Department: Filter by the department to which the ticket is assigned.
«  Category: Filter by the type of issue that was worked on.

«  Agent: Filter by the staff member to whom the ticket s are assigned.
«  Asset: Filter by the type of item that was worked on.

«  Service Type: Filter logs by the kind of support service that was provided. Types = 'Remote’, 'On-Site' and
‘Telephone'.

+  Click the 'Go!" button to generate the report for the selected period and filters.
If no filters are selected, the full report for all ticket activities within the period is generated and shown.

Exportto CSV ~  Export to PDF

TIME % TICKET ID DEPARTMENT % CATEGORY = AGENT % ASSET £ SERVICE TYPE & STATE %
04/04/2018 2:45 pm 787 Maintenance Asset Issue Coyote Telephone created
04/04/2018 2:45 pm 787 Maintenance Asset Issue Coyote Telephone assigned
04/04/2018 2:46 pm 787 Maintenance Asset Issue Coyote Telephone assigned
04/06/2018 2:58 pm 787 Maintenance Asset Issue Coyote Telephone overdue
04/10/2018 3:11 pm 796 Maintenance Asset Issue created
04/10/2018 3:12 pm 797 Maintenance Asset Installation Coyote created
04/10/2018 3:12 pm 797 Maintenance Asset Installation Coyote assigned
04/11/2018 2:21 am 797 Maintenance Asset Installation Coyote resumed
04/03/2018 3:42 pm 786 Sales Asset Installation Coyote Telephone created
04/03/2018 3:42 pm 786 Sales Asset Installation Coyote Remote created
< >
« Prev 1 2 3 4 5 27 Next»

«  Time - The date and time of the ticket activity.

+  Ticket ID - The number assigned to the ticket.

+  Department - The Service Desk department to which the ticket was assigned.
- Category - The help topic under which the ticket falls.

«  Agent - Staff member to whom the ticket was assigned.

«  Asset - The hardware, software or service that is the subject of the ticket. User's specify the asset type
when creating the ticket.

«  Service Type - The kind of service rendered during the service session. The possible values are:

«  Onsite
«  Remote
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«  Telephone
«  State - The activity on the ticket. The possible activities are:

+  Created - The ticket was added.

«  Assigned - The ticket was allotted to a staff.

+  Paused - The ticket activity was temporarily stopped .

«  Resumed - The ticket activity was restarted.

+  Closed - The ticket was closed.

«  Reopened - The ticket was reopened.

«  Overdue - The ticket was not closed within the stipulated time.

«  Warning - Warnings flagged for the ticket per the SLA plan.

«  Transferred - The ticket was transferred to another staff member.
Download the Report

+  You can download reports in PDF and CSV formats.
+  Click 'Export to PDF'" and/or 'Export to CSV' at the top of the table to obtain reports.

Export to CSV

Export This Page

Export All Pages

Scheduled Reports

+  Click the icon I% beside 'Scheduled Reports' to schedule a report and configure recipients. See
Scheduled Reports for more details.

2.8.2 Ticket Report
Click 'Admin Panel' > 'Reports' > 'Tickets'

«  The ticket report provides comprehensive information on all ticket activity for a selected period.

« Information includes ticket ID, the date and time of ticket creation, user's name and email address and the
staff member assigned to the ticket.

«  Reports can be exported to PDF and CSV formats.

Tip: You can also view Service Desk logs in the Comodo One portal.
+  Click '"Management' at the top of the portal interface and select 'Audit Logs'

For more help with this, see the online help page https://help.comodo.com/topic-289-1-716-12456-View-Audit-
Logs.html.

Create a tickets report
«  Open the admin panel (See the last link on the left)
«  Click 'Reports' > 'Tickets'
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Reports
Tickets
Period From 02/01/2019 To 02/28/2019
User email Source Select Source
Status Select Status Asset Select Asset
Agent Select Agent Priority Select Priority
Overdue Al Department Select Department
SLA All Customer Select Customer
Issue Category — Select Category —
Summary

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

«  User email: Include tickets created by a specific user. Select the user's email address.
+  Source: Filter the report by channel by which tickets are received.

«  Status: Include only tickets with a selected state.

+  Asset: Include tickets created for a specific item type.

«  Agent: Include only tickets assigned to a specific staff/agent.

«  Priority: Include only tickets of a certain criticality level.

+  Overdue: Include only tickets that are marked overdue.

«  Department: Include only tickets assigned to a certain department.

«  SLA: Include only tickets assigned with a specific service level agreement plan.

«  Customer: Include only tickets created by users belonging to a specific company.

+ Issue Summary: Include only tickets containing a specific brief description of the issue and enter the issue
summary in part or full.

- Category: Include only tickets that fall under a specific help topic.

+  Click the 'Go!" button to generate the report. If no filters are selected then the report covers all ticket
activities.
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Export to CSV ~  Export to PDF =

NUMBER 13 ISSUE SUMMARY = STATUS = SOURCE = USER = AGENT = o
1112 System restarts frequently  open Email Joe frontfork M
1M Quote for cooling pad open Phone John frontfork M
1110 Meed a mousepad open FPhone Avantistude  frontfork 0]
1109 Delete the system temp fil..  open Other Avantistude 0
1108 Power Connection Problem  open Phone Dyanorat481 frontfork

+ Number: The identification number (ID) of the ticket.
+ Issue Summary: A brief description of the issue.

« Inmany cases, the issue summary will have been specified by the user or staff member who
created the ticket.

«  The issue summary of tickets that were created by another C1 module like EM will include the
condition that generated the ticket.

- Status: Whether the ticket is open, paused or closed.
«  Source: How the ticket was added. The possible values are phone, email, support portal and other.

- User: The name of the user with email ID, who created the ticket or on behalf of whom, the ticket was
created by a staff member.

«  Agent: The name of the staff member to whom the ticket is assigned.

«  Overdue: Indicates whether the ticket is open beyond the stipulated closing time.

«  Asset: The type of item that the ticket concerns. For example, 'Workstation', 'Server', 'Printer', 'Mobile'.
+  Priority: Criticality of the ticket.

«  Customer: The company to which the user belongs.

+  Dept: The name of the department to which ticket was assigned.

«  SLA: The service level agreement plan selected for the ticket.

«  Created: The date and time the ticket was submitted.

«  Closed: The date and time the ticket was closed.

- Billable Time: The time spent on resolving the issues(s) mentioned in the ticket by staff member, that is
chargeable.

- Spent Time: Actual time spent by staff for resolving the ticket.
«  Materials: Total cost of billable items and expenses which were used while resolving the ticket.

- Billable Time Cost: The charge calculated for the billable time, as per the service contract associated with
the customer.

«  Category: The help topic on which the user requested support.
Download the Report
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+  Click 'Export to PDF' or 'Export to CSV' to generate the report.
You have the option to include custom fields, if any, for a ticket report.
+  Click 'Export to CSV'

é’n&mrttﬂ@ - -‘ﬂﬁim:[w PDF

Export This F e with Custom Columns

om Columns

[ ]
o

CPU MONITORING Trig

- Export this page - The report file includes only the tickets in the current page
«  Export all pages - The report file includes all tickets in the report

«  Export this page with custom columns - The report file includes only tickets in the current page with
custom fields, if any. See 'Forms' and 'Custom Lists' for info about adding custom fields.

«  Export all pages with custom columns - The report file includes all tickets in the report, with custom
fields, if any. See 'Forms' and 'Custom Lists' for info about adding custom fields.

Scheduled Reports

+  Click the icon I% beside 'Scheduled Reports' to configure automatic reports anda dd recipients. See
'Scheduled Reports' for more details.

2.8.3 Asset Reports

Click 'Admin Panel' > 'Reports' > 'Assets'

«  Asset reports show the number of tickets that are open, closed, assigned and overdue for an asset
category. Asset categories include items such as 'Printers', 'Routers', 'Servers' etc.

«  This can help you see which assets are in most demand and where support infrastructure could be
strengthened.

+  Asset information also includes time spent, billable time, material cost and billable time cost.

+  You can generate a report for all asset categories or a single asset category. Reports can be exported to
PDF and CSV formats.

Create an assets report
«  Open the admin panel (See the last link on the left)
«  Click 'Reports' > 'Assets'
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= Comodo One » Service Dosk > Reporls » Assols
Repurts
Assels
Pericd 12020 | iE To 121820 KR
From
Aszet Select Agzet ¥

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

«  Asset: Choose the asset category for which the report has to be generated. Leave as 'Select Asset' to
include all asset categories in the report.

+  Click the 'Go!" button to generate the report for the selected period and filter.
If an asset is not selected, then the full report for all asset categories will be generated for the time period and

displayed.
ASSET & arcH CLOSED ASSIGNED OVERDUE BLL TRCKETS DLLADLE TIME SPENT TIME MATERIALS(S) MILLADLE TIME COST
sETVE Q 2 2 o 2 0 ke 36 min 0 ks 31 min 25 G000
kst 2 1 i i 1 ke d a

printer [} ] hrs 52 min 1 hrs 43 min 20 121

while u ] ] ¢ Ukws D Ukrs U u u
routar a I 1 o 24 hs 8 min 24 hrs & il 275 2654 ET
wther 0 u o v L DkesD ] ]

Fisw 1 i

Click 'Asset' column header to sort items in ascending/descending order.
Asset: The name of the asset category.
«  Open: Number of tickets that are open for the asset category.
+  Closed: Number of tickets that are closed for the asset category.
- Assigned: Number of tickets that are assigned the asset category.
«  Overdue: Number of tickets that are assigned the asset category and not closed within the stipulated time.

«  All tickets: Total number of tickets that are assigned the asset category, that is, the sum of open and
closed tickets for it.

- Billable Time: Time spent on tickets for the asset category which can be charged to the customer.
- Spent Time: Total time spent resolving tickets for the asset category.
+  Materials: The total cost of materials used in tickets for the asset category.
- Billable Time Cost: The total charge for time listed in the 'Billable Time' column.
Download the Report

«  You can download reports in PDF and CSV formats.
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+  Click 'Export to PDF'" and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the I% icon beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details.

2.8.4 Service Types Reports
Click 'Admin Panel' > 'Reports' > 'Service Types'
«  A'service type'is the mode of support provided in the ticket. This can be 'remote’, 'telephone’ or 'onsite’.

«  The service type report shows the number of sessions which involved each type, the total time spent,
billable time, and so on.

- This can help you see which service types are in most demand and where support infrastructure could be
strengthened.

+  You can generate a report for all service types or a single service type. Reports can be exported to PDF
and CSV formats.

Create a service type report

«  Open the admin panel (see the last link on the left)

+  Click 'Reports' > 'Service Types'

= Comodo One » Service Desk > Reports > Service Types

Service Type
Feriod 02/01/2018 iﬁ To: 02/27/2018 iﬁ
From:
Service Select Service Type v
Type:

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

«  Contract: Choose the service type for which the report has to be generated.
»  Click the 'Go!" button to generate the report for the selected period and service type(s).

+ Ifaservice type is not selected, then the full report for all service types will be generated for the time period
and displayed.
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SERVICE TYPES THREADS TICKETS TOTAL TIME SPENT BILLABLE TIME BILLABLE TIME COST(S) SERVER WORKSTATION PRINTER MOBILE ROUTER OTHER SERVER1
Remote ] 1 0 hrs 0 min 0 hrs 0 min 0.5 1

Telephone - 0 0 hrs 0 min 0 hrs 0 min

Onsite 9 1 3 hrs 12 min 3 hrs 12 min 320.47 1

« Prev

=

Next»

Click 'Service Type' column header to sort items in ascending/descending order.

«  Service types: The name of the service type .Possible values are:

«  Remote
+  Onsite
«  Telephone

«  Threads: The total number of service sessions involving the service type within the report period.
+  Tickets: The total number of attended tickets involving the service type within the report period.
«  Total Time Spent: The total time spent on the service type.

+ Billable Time : The net chargeable time spent on the service type excluding the pre-paid hours defined in
the service contracts bound to the customers.

- Billable Time Cost: The total charge calculated for the billable time, based on the hourly rates defined in
the contracts and charging plans associated with them.

+  Asset Types (Server, Workstation etc.): A breakup of time spent providing the type of service on different
asset types within the report period.

Download the Report

+  You can download reports in PDF and CSV formats.

+  Click 'Export to PDF'" and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the icon E beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details.

2.8.5 Department Ticket Reports

Click 'Admin Panel' > 'Reports' > 'Departments'
«  Department reports show ticket activity by Service Desk department.

+  This includes the number of open and closed tickets per department, the number of those tickets that have
been assigned to staff, and the number of overdue tickets.

«  Reports also include time spent, billable time and material cost for the department.
+  You can generate a report on all departments or for a single department.
«  The report can be exported to PDF and CSV formats.
Create a department report
«  Open the admin panel (see the last link on the left)
+  Click 'Reports' > 'Departments'
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Reports
Departments
Period 12/01/20 Ta: 12/15/20
Frim
Department Select Depant v

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

+  Department: Choose the department for which the report has to be generated.
+  Click the 'Go!" button to generate the report for the selected period and filter.
« Ifno department is selected then the report covers all departments.

[ R ——— ir-p’_" 1 BOF

DEPRRTMENT 2 DFEN CLOSED ASSIGMED OWERTE ALL TICKETS BILLAELE TIME EFENT TIME MATERLALE 8} BILLABLE TIME COST

Pdain = o [ [ 0 @ ha & min s 0 o

Suppart cl 4 1] b a 37 hra 13 min 26 hrs 57 mi 3B5 2BES A2

Click the 'Department' column header to sort items in ascending/descending order.
«  Department: The name of the department.
+  Open: Number of tickets assigned to the department and in open status.
«  Closed: Number of tickets assigned to the department and have been closed.
«  Assigned: Total number of tickets are assigned to the department.
«  Overdue: Number of tickets assigned to the department and not closed within the stipulated time.
«  All tickets: Total number of tickets that are assigned to the department (sum of open and closed tickets).
 Billable Time: Time spent on tickets for the department which can be charged to customers.
+  Spent Time: Total time spent resolving tickets for the department.
«  Materials: The total cost of materials used in tickets for the department.
+ Billable Time Cost: The total charge for time listed in the 'Billable Time' column.
Download the Report
«  You can download reports in PDF and CSV formats.
«  Click 'Export to PDF' and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the icon I% beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details.
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2.8.6 Agent Reports
Click 'Admin Panel' > 'Reports' > 'Agents'

+  'Agents' are staff members and admins. Agent reports provide info on the number of tickets that are open,
closed, assigned, paused and overdue for each staff member.

+  Report also include information on billable time, time spent per ticket, material costs and billable time.

+  You can generate a report for all staff or for a single staff member. Reports can be exported to PDF and
CSV formats.

Create an agents report
+  Open the admin panel (See the last link on the left)
Click 'Reports' > 'Agents'

Reports

Agents
Period 12401420 To 12A15/20
From

Agent Select Agent ¥

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

«  Agent: Choose the staff member on whom you want to generate a report. Leave as 'Select Agent' to
generate a report on all staff.

+  Click the 'Go!" button to generate the report for the selected period and filter.

-tt par ke CE -tn"‘""' W
AGENT 2 OPEN  CLOSED ASEMENED OVERDUE PAUSED ALL TICKETS BILLADLE TIME SPENT TIME MATERIALE{E) BILLABLE TIME CO5T
Qe TyRIE NP BIl (o 0 ] 0 o 0 b 0 i 0 v 0 Fmin | o
|accbEyopmal com 1 a o a o a @ ks 0 rran 0 hrs O min (] o
kamalgyapmal com [ ] o & 1 10 77 hrs 9 min 76 Fr5 55 min 370 FETUAG
richandson@yopmail com 0 a o a o 4] 0 s 0 frar I heg O mmin 0 [
selena@yocpmall cam o a o o o o 0 brs 0 min 0 hrs omin o [
& Prey 1 Mexl®

«  Agent: The name of the staff member.

«  Open: Number of tickets assigned to a staff member and in open state.

«  Closed: Number of tickets assigned to the staff member that have been closed.

+  Assigned: Total number of tickets assigned to the staff member.

«  Overdue: Number of tickets assigned to the staff member and not closed within the stipulated time.
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«  Paused: Number of tickets paused temporarily by the staff member.
+  All tickets: Total number of tickets assigned to the staff member (sum of open and closed tickets).
- Billable Time: Time spent on tickets by the staff member which can be charged to the customer
«  Spent Time: Total time spent resolving tickets for the by the staff member.
«  Materials: The total cost of materials used in tickets worked on by staff members.
- Billable Time Cost: The total charge for time listed in the 'Billable Time' column.
Download the Report
+  You can download reports in PDF and CSV formats.
+  Click 'Export to PDF" and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the icon Ig beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details

2.8.7 Users Reports

Click 'Admin Panel' > 'Reports' > 'Users'

+  'Users' are the people who submit support requests to your team. The users report provides info on tickets
created by / on behalf of registered and guest users.

«  The report includes details about time spent on the user's tickets, billable time, material costs, and more.

+  You can generate a report for all users or for a single user. Reports can be exported to PDF and CSV
formats.

Create a user report
+  Open the admin panel (see the last link on the left)
+  Click 'Reports' > 'Users'

Reports
Users
Fariod 12/01,20 Ta: 12/15/20
From:
Usar: Select User

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

+  User: Choose the user on whom you want to generate a report. If no user is selected then the report covers
all users.

+  Click the 'Go!" button to generate the report for the selected period and filter.
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Click the 'User' column header to sort the items in ascending or descending order.
+  User: The name of the registered or guest user.
«  Open: Number of tickets created by the user and yet to be resolved.
«  Overdue: Number of tickets created by/for the user that have not been closed within the stipulated time.
+  Closed: Number of tickets that are created by/for the user and closed by the assigned staff member.
«  Assigned: Total number of tickets created by/for the user that are assigned to a staff member.
+  Paused: Number of tickets that are paused temporarily by the assigned staff member.
+  All tickets: Total number of tickets that were created by/for the user (sum of open and closed tickets).
- Billable Time: Time spent on tickets for the selected users which can be charged to the customer.
«  Spent Time: Total time spent resolving tickets for the selected users.
+  Materials: The total cost of materials used in tickets for the selected users.
- Billable Time Cost: The total charge for time listed in the 'Billable Time' column.
Download the Report
«  You can download reports in PDF and CSV formats.
+  Click 'Export to PDF' and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the icon I% beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details

2.8.8 Resource Appointment Reports
Click 'Admin Panel' > 'Reports' > 'Resource Appointment'
«  An appointment is a task or meeting added to a staff member's calendar.

+  See Manage Calendars to read more about the Service Desk calendar.
«  The report shows an overview of scheduled tasks and meetings by staff.

Create a resource appointment report
«  Open the admin panel (see the last link on the left)
+  Click 'Reports' > 'Resource Appointment’
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Reports

Resource Appointment

Period From 02/01/2019 To 02/28/2019
Group By Days ¥
Quarter 1st ¥ Year 1970 ¥
Year 1970 ¥
Agent Select Agent v

Scheduled Reports FE‘I

You do not have any scheduled report

Filter options

+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From" and 'To' fields.

«  Group By: Select how the entries should be sorted in the report, that is, by days, weeks, months, quarters
or by years.

+  Quarter - Generate a report which covers a selected quarter (three months) of a year, regardless of the
time you chose in the 'Period' filter.
+  Select the year and quarter from the menus to a generate a report on a specific quarter, or...
«  Leave at default to generate report for the period between the 'From' and 'To' fields

+  Year - Generate a report which covers the selected year, regardless of the time you chose in the 'Period'
filter.

+  Select the year from the drop-downs to generate a report on a specific year, or...
«  Leave at default to generate report for the period between the 'From' and 'To' fields

+  Agent: Select a staff member to create a report on only the appointments of that person. Leave as 'Select
Agent' to include all staff members in the report.

+  Click the 'Go!" button to generate the report for the selected period and filter. The following example shows
report by months.
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Download the Report

+  You can download reports in PDF and CSV formats.
«  Click 'Export to PDF' and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the icon @ beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details.

2.8.9 Scheduled Reports

+  You can configure Service Desk to auto-generate reports at set intervals and send them to specific staff
members.

+  You can schedule the following types of report: Time Log, Tickets, Assets, Departments, Agents, Users,
Resource Appointments, Cost and Contracts.

«  The scheduling process is explained below. Filters for specific report types may vary.
Schedule report generation
+  Click 'Admin Panel' > 'Reports' to schedule a type of ticket report
Or
+  Click 'Admin Panel' > 'Finance' > 'Cost' to schedule a type of cost report
The screenshot below is the Tickets' report:
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Reports
SETTINGS
Tickets
MANAGE
EMAILS Period From 02/01/2019 0 | To 02/28/2018 |
TIME SHEETS User email Source Select Source v
Status Select Status v Asset Select Asset v
STAFF
Agent Select Agent e Priority Select Priority e
ANNOUNCEMENTS
Overdue All ~|  Department Select Department e
[Z) reporTs v
. sLA All ~ Customer Select Customer -
Time Log
Tickets Issue Category — Select Category — w
Assets Summary
Service Types m
Departments
Agents
Users Scheduled Reports |=E‘|
Resource Appointment

You do not have any scheduled rt
FINANCE . e

+  Click the I% icon beside 'Scheduled Reports' to start the report configuration wizard

«  The first step is to configure the report filters. Please note the filters will vary depending on the type of
report:
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Tickets : Filter

User email:
Source: Select Source v
Status: Select Status v
Asset: Select Asset M
Agent: Select Agent v
Priority: Select Priority v
Overdue: All '
Department: Select Department &
SLA: All Y
Organization: Select Organization v

Issue Summary:

Category: — Select Category — L

+  Configure each filter according to the data you wish to see in the final report. For details about the filters in
each type of report, see Generate Reports.

«  Leave the filters at default values to generate a full, unfiltered report.
«  Click Next' to configure report send time, frequency, time-period and recipients:
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Tickets : Filter

Time * HH: MM

Freguency Uncomplete

Every day
Every week

Every month

File Type csy w

Ir.n::lude Custom ]
Fields

Period Day Before i

Recipients *

+— Previous

«  Time - Time of day at which the report should be generated and sent
«  Frequency - How often the report should be generated and sent:
«  Every day - The report will be sent daily
- Every week - Select the day(s) of the week on which the report should be sent.
«  Every month - Select the day(s) of the month on which the report should be sent.

+  File Type - File format of the report. The report will be delivered to recipients in the format you choose
here. The available options are:

. CsV
. PDF

+ Include Custom Fields - Specify whether or not the report should contain the custom field values in
the details of the item for which the report is generated.

+  Period - The report coverage period. The options available are:
- Day Before - Creates a report for the 24 hours preceding the time of report generation
«  Week Before - Creates a report for the 7 days preceding the time of report generation
+  Month Before - Creates a report for the month preceding the time of report generation
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+ Recipients - Select staff/agents to whom the reports should be sent.

Period Month Before 1

_ =
Recipients |

cyclist r\% 2
Dagwood
Max
Brclkaall v

+  Click 'Save'

The schedule is saved and shown at the bottom of report screen.
Scheduled Reports E
Every day at 15:15 for last month B '@'

The reports are automatically sent to the configured recipients per the selected frequency.

+  Click the edit icon E beside a schedule to edit it. The filter parameters screen will be displayed. Follow the
same add procedure as explained above to edit the schedule.

«  Click the trash @can icon beside the schedule to delete it.

Please Confirm

Are you sure you want to DELETE scheduled report?

«  Click 'Delete' to remove the report schedule.
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2.9 Finance

Click 'Admin Panel' > 'Finance' to open this area
«  The 'Finance' section lets you generate cost reports and manage contracts.
+  Costs are billable items and fees which apply to customers.

mm

DASHEOARD
Reports
SETTINGS
Cost
MANAGE
EMAILS Report Type Cost by Customer ¥
TIME SHEETS
Period From 02/01/2019 [ 2 To | oz27/2019 [
STAFF
Customer Select Customer v
ANNOUMCEMENTS
Advanced Settings B Include zero time and cost tickets
REPORTS
il FINANCE v
Cost
Contracts Scheduled Reports E
STAFF PANEL

You do not have any scheduled repori

There are two sections in the finance area:
1) Costs - Lets you generate two types of report:

+  Cost by Customer - A report on overall billable items accruing to specific customers. The costs can come
from contract fees, billable time and material costs.

«  Cost by Contracts - A report on billable items generated by a specific contract. The report also shows
ticket activity and threads by those customers.

You can also schedule that reports are generated at a specific time and sent to recipients of your choice.
«  See Generate Cost Reports for more.
2) Contract - Lets you add and manage service contracts and associate them with customers.

+  Each contract includes a contract period, a subscription fee, a custom charging plan, pre-paid hours, and
more.

«  See Manage Contracts for further help.
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2.9.1 Generate Cost Reports
«  Click 'Admin Panel' > 'Finance' > 'Cost'

Cost reports let you view billing details for a selected time period for any organization. Each report includes per-
contract fees and any charges for additional hours or materials/expenses.

«  Cost by Customer - Total costs which apply to a customer from all sources.
«  Cost by Contract - The costs generated by a specific contract.

Service Contract
A service contract between you and a customer can include:
+  Acontract fee (optional). A fixed charge that can be levied weekly/bi-weekly/monthly/yearly.

«  Pre-paid hours. These hours are usually ‘included in the fee' and not charged to the customer. You can
specify a different number of hours for different support types ('On-site', 'Remote' and ‘Telephone').

« Acharging plan (optional). These plans let you set charges for time that exceeds the pre-paid hours. A
charging plan includes:

«  Adefault hourly rate (mandatory). This is applied to sessions not covered by a variable rate.

+  Variable rates (optional). These rates let you set different charges for specific types of support
(telephone, on-site, remote).

«  Charging plans are only applied after any pre-paid hours have been used up.

« Ifno custom charging plan is applied then the default plan is applied. The default charging plan
can be managed in '‘Admin Panel' > 'Manage' > 'Charging'.

«  For more details on service contracts, see Manage Contracts.

The following sections explain more about:
«  Cost Reports for Customers
+  Contract Reports

Cost Reports for Customers

«  The customer cost report can be generated for all customers enrolled in Service Desk or for an individual
customer.

+  Reports can be exported to PDF and CSV formats.
Create a cost report
+  Click 'Admin Panel' > 'Finance' > 'Cost'

«  Select 'Cost by Customer' in the 'Report Type' drop-down
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Reports
Cost
Report Type Cost by Customer A
Period From 02/01/2019 o | To 02/27/2019 7 |
Customer Select Customer v

Advanced Settings B4 Include zero time and cost tickets

Scheduled Reports E

You do not have any scheduled report

Filters:
+  Period - Enter the start and end date of the report period.

«  Customer - Select the customer for which the report should be generated. Leave this at 'Select Customer'
to generate a report for all customers.

+ Include zero time and cost tickets - Include tickets which did not involve any costs nor time.

See the following sections for more details on

»  Cost report for a specific customer
+  Cost report for all customers
Cost report for a specific customer
+  Select the time period for the report
«  Select the customer from the 'Customer' drop-down
+  Click the 'GO!" button

«  The report contains the details of tickets attended for that customer with asset information, billable time,
billable cost, material cost and the sum.

«  Atypical report for a selected customer looks as follows:
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& Export to CSV -t Export to PDF

Kanchi Idly Steamer Customize Columns

Total: 0
BILLABLE
CONTRACT = FEE(S) ¢ TICKET = ISSUE SUMMARY = RESOLUTION = .?.E.ﬁ:ng ASSETS = .?:hL:BLE ~ TIME
s (HH:MM) &
COST($) ¢
0 111 Quote for cooling pad = Telephone Workstation 0 hrs 30 min 0
0 1112 System restarts frequently - Remote Workstation 0 hrs 40 min 0

« Prev Next»

The grand total of costs for the customer is shown at the top of the table. You can change the columns shown by
clicking the 'Customize Columns' button. The following is a list of all possible columns:

«  Contract - The service contract associated with the customer at the time of attending to the ticket.
+  Fee - The subscription fee as per the service contract.

«  The contract fees include any fixed weekly/bi-weekly/monthly/annual subscription fees agreed with the
customer.

+ Ifno contract is associated with the customer at the time of attending to the ticket, the fee is shown as
'0.00'".

+  Ticket - The ID number of the ticket.
+  Issue Summary - A brief description of the issue.

+ Inmany cases, the issue summary will have been specified by the user or staff member who created
the ticket.

«  Theissue summary of tickets that were created by another Comodo One module like EM will include
the condition that generated the ticket.

+ Resolution - A description of the fix/solution. This is set by the staff member attending to the ticket.

«  Service Types - The kind of services rendered during the service sessions, accounted for billing. The
possible values are:

«  Onsite
+  Remote
«  Telephone

«  Assets - The type of item that the ticket concerns. For example, "Workstation', ‘Server', 'Printer’, 'Mobile'.
+ Billable Time - Time which is chargeable to the customer for working on their tickets.
- Billable Time Cost - Charges calculated for billable time (in the default currency set for your Service Desk).

+  Only charges for additional hours are shown here.

«  Time becomes billable after all 'pre-paid' hours are used up. Charges are only applied to billable time in
excess of the pre-paid hours in the contract.

+  Charges are calculated based the asset rates defined in the contract.
+ If asset rates are not defined in the contract then the global rates are applied.
«  Materials - Total cost of billable items and expenses which were used when resolving the ticket.

+  Sum - The amount chargeable for the ticket.

Download Reports

+  You can download reports in PDF and CSV formats.
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+  Click 'Export to PDF'" and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports
+  Click the icon I% beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details.
Cost report for all customers
+  Select the time period for the report
«  Leave 'Select Customer' in the 'Customer' drop-down
+  Click the 'GO!" button
«  The report will contain the total billable time, billable costs, and material costs for each customer.

+  Atypical report for all customers looks as follows:

-‘n Export to CSV d’, Export to PDF

Customize Columns

Total: 9.92
BILLABLE
CUSTOMER % FEE($) & $:t,|"&5'lfmm . TIME MATERIALS(S) # SUM($) &
' M COST(S) %
ABC TV Services - 0 hrs 0 min
ACME Corp. 0 1 hrs 6 min 9.92 0 9.92

You can change the columns shown by clicking the ‘Customize Columns' button. The following is a list of all possible
columns:

«  Customer - The client organization or company.
+  Fee - The fixed subscription charge as per the contract with the customer.

+ You can charge a contact fee on a weekly, bi-weekly, monthly or annual basis.
«  The fee is shown as '0.00" if no contract is associated with the customer.
- Billable Time - Time which is chargeable to the customer for working on their tickets.

- Billable Time Cost - Charges calculated for billable time for the customer (in default currency set for your
Service Desk).

«  Only charges for additional hours are shown here.

«  Time becomes billable after all 'pre-paid' hours are used up. Charges are only applied to billable time in
excess of the pre-paid hours in the contract.

+  Charges are calculated based the asset rates defined in the contract.
If asset rates are not defined in the contract then the global rates are applied.
«  Materials - Total cost of materials and expenses which were used to resolve the issue.

«  Sum - The amount chargeable to the customer.
Download Reports

«  You can download reports in PDF and CSV formats.

+  Click 'Export to PDF'" and/or 'Export to CSV' at the top of the table to obtain reports.
Scheduled Reports

+  Click the I% icon beside 'Scheduled Reports' to schedule a report and configure recipients. See
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'Scheduled Reports' for more details.
Contract Reports
Click 'Admin Panel' > 'Finance' > 'Cost' > 'Cost by Contracts'

«  Acontract report shows the charges generated by a specific contract. The report also shows the number of
tickets and support sessions for customers on the contract.

+  Reports can be generated for all contracts or specific contracts.
+  Reports can be generated for a selected period of time, or for the entire contract duration.
+  Reports can be exported to PDF and CSV formats.

Tip - Click 'Admin Panel' > 'Finance' > 'Contracts' if you want to view and manage existing contracts.

Create a contract report
«  Click 'Admin Panel' > 'Finance' > 'Cost'

+  Select 'Cost by Contracts' in the 'Report Type' drop-down

Contracts

Report Type Cost by Contracts ¥

Period From 02/01/2019 o | To 02/27/2019 0|
Contract Select Contract v

Get detailed report

Scheduled Reports E

You do not have any scheduled report

Filters:
+  Period: The default report period is from the first day of the current month to the current date. You can
choose a different period by modifying the dates in the 'From' and 'To' fields.

«  Contract: Select a specific contract for the report. Leave this at 'Select Contract' to generate a report on
every contract.

+  Get detailed report:
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« Enabled - Generate a report which covers the whole period, regardless of the time you chose in the
‘Period' filter.

« Disabled - Generate a report for the selected period.
+  Click the 'Go!" button to generate the report.

The example shown below is a report for all contracts:

-‘ﬁ Export to CSV -‘é Export to PDF

CONTRACT CONTRACT  BILLING  ACTIVE oo CURRENT BILLING UNUSED HOURS ~ UNUSED
FEE(S) PERIOD CHARGING HOURS PERIOD METHOD HOURS

Software Companies  2000.00 Monthly  Default Charging 130 14/02/2019 - 14/03/2019 Mot carry forward 130

Universities 20000.00 Yearly Default Charging 40 14/09/2018 - 14/09/2019 Mot carry forward 27

4

« Prev

+  Contract - The label of the service contract.

+  Contract Fee - The subscription fee for the billing cycle as set out in the contract.
«  Billing Period - Billing cycle defined in the contract.

+ Active Charging - The charging plan applied to the contract.

+  Click 'Admin Panel' > 'Manage' > 'Charging' to view and manage charging plans.
+  See Manage Charging Plans to read more about charging plans
-+ Total Pre-paid Hours - The total service time across all service types, covered by the subscription fee.

«  Current Billing Period - The period for which the current fee is calculated

«  Ununsed Hours Method - Whether or not the contract states unused pre-paid hours should be carried
forward to the next billing period.

+  Unused Prepaid Hours - The amount of 'pre-paid' time which is still remaining in the current billing cycle.
- Total Billable Time - Time which is chargeable to the customer for working on their tickets.

«  Time becomes billable after all 'pre-paid' hours are used up. If you have assigned a charging plan to
the contract, then they will be charged at the default/variable rates set out in the plan. If no plan is
assigned to the contract then work will be charged at the global asset rates.

«  Click 'Admin Panel' > 'Manage' > 'Charging' to view and manage charging rates.
+  Click 'Admin Panel' > 'Manage' > 'Assets' to view and manage global asset rates.
+ Total Billable Cost - The total cost calculated for the billable time

«  Current Fee - The contract fee calculated for the report period.

«  # Threads - The total number of service sessions for the customers to which the contract is bound.
«  #Tickets - The number of tickets attended for the customers within the report period.

+  Sum - The total of Total Billable Cost' and 'Current Fee'".

Download the Report

+  You can download reports in PDF and CSV formats.

+  Click 'Export to PDF' and/or 'Export to CSV" at the top of the table to obtain reports.
Scheduled Reports
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+  Click the @ icon beside 'Scheduled Reports' to schedule a report and configure recipients. See
'Scheduled Reports' for more details.

2.9.2 Manage Contracts
Click 'Admin Panel' > 'Finance' > 'Contracts'

Contract - An agreement between you and a customer which specifies the charges you will levy for your services
over a billing cycle.

You can configure the following in a Service Desk contract:

- Contract Fee (optional). A fixed charge for a billing cycle (weekly, bi-weekly, monthly or annual). The
contract fee is always charged on top of any charging plans and/or global asset rates.

+  Prepaid Hours (optional). The number of hours your company will provide at no charge under the contract
fee. You can set different pre-paid hours for each type of service (telephone, remote, on-site). If the time
spent exceeds the pre-paid hours, then only the excess time is subject to charge.

+  Charging plan (optional). A template you can add to a contract which lets you define custom hourly rates
for your services. Charging plan rates are only applied after prepaid hours have been used. You can add
the following to a charging plan:

«  Default Hourly Rate (mandatory). Hourly charge applied to work not covered by a variable rate.

« Variable Rates (optional). Special rates for specific types of work. For example, you might want to
charge a different rate for on-site visits, or for work on a specific asset, or for work that exceeds a
certain length of time.

+  Global Asset Rates (‘Admin Panel' > 'Manage' > 'Charging' > 'Default Charging') - While not part of a
contract, per se, you should still consider global asset rates. Asset rates specify charges for work on items
like workstations, servers, printers, routers etc. Global asset rates are only charged when prepaid hours
and charging plans have been processed. For more details on global asset rates, see Default Charging
Plan in Manage Charging Plans.

«  See Appendix 3 - How Charging Works in Service Desk to read more on how charges are calculated for
customers, based on contracts and charging plans.

Open the contracts interface:

«  Open 'Admin Panel' > ' Finance' > 'Contracts'

DASHEOARD
Contracts
SETTINGS oy oy
From | 10} To | 10} Contract Name. Any Customer v @
MANAGE
(®) Add Contract [iff Delete  [C)copy (' Edit Show 25 records ¥
EMAILS
=] CONTRACT NAME % CUSTOMER # START DATE % END DATE # PREPAID (H) ¢
TIME SHEETS
STAFE 7] Software Companies frontfork 2018-09-14 2019-09-16 10
B Universities Saddle and Pedals 2018-09-14 2020-09-14 20
ANNOUNCEMENTS
Small Scale Food Industries 2019-2020 Kanchi idly Steamer 2019-03-02 2020-02-29 5
REPORTS
B Small Scale Foed Industries 2020-2021 Kanchi Idly Steamer 2020-03-01 2021-02-28 10
alil FINANCE v
« Prev 1 Next:»
Cost
Contracts
STAFF PANEL

The interface lets you view, enable/disable, clone and create new contracts.

«  Contract Name - The label of the contract. Contracts are often named after a target customer or a class of
customer.
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+  Click a contract name to view and edit its details
+  See 'Manually create a new contract.' for more details on this interface.
+  Customer - The organization / company with whom the contract is associated.

- Start Date - The date from which the contract is effective.

« End Date - The expiry date of the contract.

+  Pre-Paid - The number of hours for which the customer will not be charged.
The following sections explain more about:

«  Create new contracts

+ View/ Edit contract details

+ Remove a Contract

- Sorting and filtering options in the 'Contracts’ interface
Create New Contracts
New contracts can be added in two ways:

+  Manually create a new contract.

+  Clone an existing contract which can be modified to create a new contract.
Manually create a new contract

«  Open 'Admin Panel' > 'Finance' > 'Contracts'

+  Click 'Add Contract' at the top of the 'Contracts' interface

cCOMODO

Creating Trust Online®
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New Contract

General Information

Contract Name: *

Customer: * — Select Customer —

Contract Details:

Start Date; *

End Date; *

Contract Parameters

Fee:
Billing Period: Monthly M
Unused Hours: Don't Carry Forward v

Prepaid Hours will be calculated according to the number written on the field next to service types.

Prepaid Hours: Unlimited

Distribute prepaid hours to service types

Onsite:
Remuote:

Telephone:

Charging Method

Charging: Default Charging v B Notnow

There are three main sections in the new contract form:
1. General Information

- Contract Name - Label to identify the contract

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 240



S

Comodo One - Service Desk -,Ag_miﬁist"r'é’t’ij’r!égi-d"“é'/ COMODO

Creating Trust Online®

. /
_’_/"- /

f

«  Company - The customer organization to whom the contract applies
«  Contract Details - Brief description of the contract
- Start Date - The date from which the contract is effective
«  End Date - The date the contract expires
2. Contract Parameters

Fee - Afixed charge billed to the customer for the services you provide. The billing cycle determines how often the
fee is charged.

«  This fee will always be charged, regardless of other charges in charging plans and global asset rates.

+  You may wish to set a fee then use 'Prepaid Hours' to specify the amount of work that will be covered by the
fee.

« Ifno fee is specified, then charges for service sessions are calculated from other parameters in the
contract.

Billing Period - How often the total charges in the contract will be billed to the customer

«  Weekly

«  Bi-Weekly
« Monthly

+  Yearly

Unused Hours - Choose whether or not any remaining pre-paid hours at the end of a billing cycle are carried over to
the next cycle. Hours that are carried forward will be added to the pre-paid hours of the same service type in the next
billing cycle.

Prepaid Hours - Hours worked by your staff during this period that will not be charged to the customer.
You have the option to spread prepaid hours over different services types - 'Onsite’, 'Remote’ and "Telephone'.

Unlimited - You will not charge a fee for any hours worked by your staff on this service type.
Prepaid Hours will be calculated according to the number written on the field next to service types.

Prepaid Hours: Unlimited

Distribute prepaid hours to service types

Onsite:
Remote:

Telephone:

+  Prepaid Hours - Total hours you want to provide for the contract fee. Your customer can spend
these hours on support of any type. Unlimited - provide support of any type for free for the full
billing period.

OR

- Distribute prepaid hours to service types - Specify the number of pre-paid hours for individual
service types. Unlimited - provide the support type for free for the full billing period.

3. Charging Method
Specify a charging plan for the contract.

Charging plans are templates which let you specify custom hourly rates for your services.
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+  Click 'Admin Panel' > 'Manage' > 'Charging' to create a custom charging plan. See Manage Charging
Plans if you need more help with this.

Charging plan rates are only applied after prepaid hours have been used.
«  Charging - Select the plan you want to add to the contract from the drop-down.
+  Default Charging - A plan which charges the global asset rates.
+  Not Now - disable charging plans on this contract.

Click 'Save' to apply the contract to the customer.
Clone an existing contract to create a new contract

+  Open 'Admin Panel' > 'Finance' > 'Contracts'
+  Select the contract which you want to use as a template and click 'Copy'
+  Click 'Yes, Do it!"in the confirmation dialog

The 'Copy Contract' form will appear. The general information, contract parameters and pre-paid hours are pre-
populated with the values of those in the source contract.
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Copy Contract

General Information

Contract Name: * Software Companies
Customer; * frontfork ¥
Contract Details: Yearly subscription services for assets and materials.

A
Start Date: * 09/14/201
End Date: * 09/16/20

Contract Parameters

Fee: 2000.00
Billing Period: Momnthly v
Unused Hours: Don't Camy Forward Y

Prepaid Hours will be calculated according to the number written on the field next to service types.

Prepaid Hours: 10 Unlimited
Distribute prepaid hours to service types

Onsite:

Remote:

Telephone:

Charging Method

Charging: Default Charging v 2 Notnow

«  Enter a new name, choose the customer, edit the contract parameters. and select a new charging plan
(optional) for the contract. This is explained above.

. Click 'Save' to add the new contract.
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View and Edit Contract Details

The 'Edit Contract' interface lets you view details such as the company associated with the contract, the duration of
the contract, the contract fee and any charging plans.

View and edit the details of a contract
+  Open 'Admin Panel' > 'Finance' > 'Contracts'
«  Click the name of a contract

Or
+  Select a contract and click 'Edit' on the top
Edit Contract

The changes will affect on all the tickets on this contract period for this customer. This may have consequences that cannot be reverted!

General Information

Contract Name: * Software Companies
Customer: * frontfark M
Contract Details: Yearly subscription services for assets and materials.

P
Start Date: ® 09/14/201
End Date: * 09/16/201

Contract Parameters

Fee: 2000.00

The 'Edit Contract' interface shows general information, contract parameters, pre-paid hours and the details of the
charging method applied to the contract. You can edit the details if required. See Manually create a new contract.
for more details on the parameters.

- Click Save for your changes to take effect.
The changes will be applied to all tickets from customers who operate under the contract.
Remove a Contract
You can remove any unwanted/out-dated contracts from Service Desk

+  Open 'Admin Panel' > 'Finance' > 'Contracts'

+  Select the contracts

+  Click 'Delete’
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Contracts

From... To...

@ Add Contrsl l. Copy

COMPANY = START DATE =

Cyclist Ciyntract Cyclists Inc. 2018-02-21

D oW COS '-' r Charit C\,'c‘-e Trust 2018-02-26

Please Confirm

Are you sure you want to DELETE selected contracts? Deleted contracts CANNOT be |
recovered.

Yes, Do it!

+  Click 'Yes, Do it!" In the confirmation dialog
The contract will be removed from the company.
Sorting and filtering options in the 'Contracts' interface
Sorting Options:
+  Click on a column header to sort items in ascending/descending order
Search Options:
You can search for contracts based on their coverage period, name and customer.
«  Use the 'From' and 'To' fields to search for contracts that are valid between specific date ranges.
«  To search by contract name, type a contract name in the '‘Contract Name' field.
+  Use the 'Customer' drop-down to filter contracts by specific company.
«  Click the 'Search' button apply your filter.
«  To clear all filters, simply click 'Contracts' on the left.

3  Service Desk Staff Panel

«  The 'Staff Panel' lets staff (aka 'agents') manage tickets assigned to them, create new end-users, edit
customers, manage knowledge-base items, manage projects and update their time sheets.

+  Staff members are added by administrators through the Comodo One portal. The permissions of a staff
member are determined by the role to which they are assigned (‘Admin Panel' > 'Staff' > 'Roles') and the
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department to which they belong 'Admin Panel' > 'Staff' > 'Departments’).
+  Staff Members that are given admin permissions can also access the admin panel.

Staff can navigate to different areas of the console by clicking the links on the left of the interface. Tool tips offering
guidance are available for most features.

Main Functional Areas
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Dashboard - View a graphical summary of ticket activity, including assigned, closed and due tickets.

Tickets are also sorted by department, ticket category, staff member, source and priority. See Staff Panel
Dashboard for more details.
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« Users - Add/import users, and manage customers. The section also allows staff to assign users to
customers. See Manage Users and Customers for more.

« Tickets - Manage tickets created by users (and tickets created by staff on behalf of a user). See Manage
Tickets for more details.

+  Knowledgebase - Create FAQs that can be hosted in the end-user web portal. Staff can also create
canned responses that can be used when responding to a ticket. See Manage Knowledgebase for more
details.

+ My Time Sheets - Create time sheets, record work done at different time periods and submit to admins for
approval. See Manage Staff Time Sheets more details.

«  Calendars - Schedule appointments. e.g. for on-site visits. Appointments can be be shared with and
tracked by other staff members. See 'Manage Calendars' for more details.

+  Projects - Create task-orientated projects which span multiple tickets, departments and agents. See
Manage Projects for more details.

Various interfaces display a informational tool-tip “* beside key features. Click the tool-tip to view quick help on the
feature.

Click the link at the bottom of the left-hand menu to switch between the admin and staff panels. This is only available
to staff members that also have admin rights.

CONTRACTS

(. ADMIN PAMEL

3.1 Staff Panel Dashboard

The staff panel dashboard contains three areas:
« Dashboard - A graphical overview of ticket activity and related statistics.
- Staff Directory - The names of all staff enrolled into Service Desk.
« My Profile - Allows staff to configure their contact details, time zone, preferred language and more.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 248



= (Lemedo.line »Servioe Desk » Deshboerd » Dashbossd

COMODO

Creating Trust Online®

RR OASHEOAAD

Sieff Derectory

Wy Proile
USRS
TICRETS

A KNOWA FDGFRASE
MY TIME SHEETS

| CALEMDARS

T PROJECTS

5 ADMEM PAMEL

Ticket Activity «
Open Tickets Tickets Coming Due
2 Maw (1) D Dus
Tadey (0!
; O Do |
Overdue = Tomerrow O Due
20 1 Tomomew
Westing i}
Custanis X
m 0 Dus Mext
7 Days
)
History
i Report Timeframe: am moeth =] Penod Ui %o Boday [ Group by: [raw |T| m
Peama P Uwssma i reres mayred  Posros  Pomsss  Becerss B
= -
N,
; \,
w — . Y
— \Q\\:‘\
] — e N
Statigtics ©
Departmaont Topsa Stoft Source Pnonty My Houre
Manicnance
Crested
297
1 Aasigned
i
1]
297 et
22
O Closed
L]
O Reopancd
2533
O Deleted
o
r Wrnings
]
AT the momant:
&::pm
W Unzssig ned L]
——ra-:
Sales ]
Support a

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved.

249



Creating Trust Online®

Comodo One - Service Desk -_’Ag_miﬁist’r’é'tﬁtifr_fég}c—ié coMOoDO

/
/

e =

The following sections explain more about;
View the Dashboard and Export Reports
View Staff Members
My Profile

3.1.1 View the Dashboard and Export Reports
Click 'Staff Panel' > 'Dashboard' > 'Dashboard' to open this interface.

The staff dashboard is a highly informative overview of all current and recent tickets. Staff can specify the
period for which statistics are shown.

The dashboard contains stats and charts about tickets assigned to the staff member.
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Ticket Activity

Ticket activity contains the following sections:
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+  Open tickets - Shows all unresolved tickets. The chart breaks these down into new tickets, overdue tickets
and those which are awaiting customer response.

«  Tickets coming due - Tickets approaching the deadline by which they must be resolved according to the
SLA which applies to the ticket.

+  History - A historical timeline which shows the number of tickets per day/week/month in various categories.

«  Statistics - Pie charts showing tickets by department, ticket category, assigned staff-member, priority and
more.

Open Tickets

The total number of unresolved tickets. The pie chart breaks this down into tickets that are yet to be attended (new),
overdue and awaiting customer response.

Open Tickets

O New (1)

Overdue O Overdue (23)
23 O Waitin

Customer

[{1)]

+  Place your mouse on a sector to see the number of tickets in each category.
Ticket Coming Due

Aheads up on tickets that are due in the near future:
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Tickets Coming Due

O Due Today
(0}

O Due
U Tomormow

(0)

O Due Next 7
Days (1)

Due Today

+  Place your mouse on a sector to see the number of tickets in each category.
Ticket History Graph

Line chart which shows a break-down of ticket statuses in your assigned organization over-time. For example, the
chart shows how many tickets have a status of 'closed’, 're-opened' or 'assigned' at various points in time. You can
select which statuses are shown by clicking on the legend above the graph.

Select the starting time and period for the system activity graph

Report limelrame Last manit k-_| period: Up to today [« oo by Day ! m

Wcreaed  @tansfemed  @resumed assigned  @overdve  @closed  @reopensd  @peused  @delsled @ waming

A
\

e
40| T /
_.--"'J "\ I
- W /i

L

O, . ] = ) ) LI =
&
f"‘ﬁ @"‘P u«*‘f@* @f @"P ﬁ-"dﬁ e*ﬁ e“ﬁ

By default, the graph shows details for the previous 30 days. Use the 'Report timeframe' options to change the time-
period. Click 'Refresh' to implement your changes.

«  The data is refreshed and updated automatically according to the settings done in '‘My Profile".
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Statistics

The statistics area shows details for the entire period since you started using Service Desk. You can view statistics
based on 'Department’, 'Ticket Category', 'Staff', 'Ticket Generation Source' and 'Priority".

The 'At the moment' graph at the bottom shows the number of tickets that are unassigned and paused depending on
the parameter selected. For example, if 'Source' is selected, the graph will display the number of tickets that are
unassigned and paused for each ticket source type. Sources include 'Email', 'Phone' and 'Other’.

Suatistics
Department Topics Staff Source Priority My Howrs
Total for period:
Maintenance Sales Support
Created (422) Created (1) Created (1)

& Assigned (T) 0 Memigned (1) 2 Assigned (1)
Owerdue (23] Dwerdue {1) Owerdue (1)

O Closad (44) 1 D Closad (1) 1 2 Closad (0}

O Reopered O Reopersd (0} O Reopered (0}

(372) v O Defeted (0) v O Defeted (0)
O Deleted (1) i

0 Warnigs () 0 Warsings ()

O Warnings (0)

At the moment:

« 'Overdue' - tickets that have passed the completion deadline for a particular Service Level Agreement (SLA)
plan.

«  'Warnings' - tickets that are configured to trigger warnings for a particular SLA plan.
«  The 'My Hours' tab shows stats on time spent on tickets by the currently logged-in staff member.
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Statistics
Department Topics Staff Source Priority @
Today total This week total
) Hours (3.23) () Hours (3.23)

Today billable This week billable

(O Houwrs (3.23) (O Hours (3.23)

Export Statistics to a CSV file

Click the 'Export' button at the bottom of the interface to download the stats in CSV format. This file can be opened
with applications such as Microsoft Excel or Open Office Calc. Please note this option is not available for 'My Hours

statistics.

3.1.2 View Staff Members

Click 'Staff Panel' > 'Dashboard' > 'Staff Directory'

«  The 'Staff Members' screen lists the name, department and contact details of all staff enrolled in service
desk.
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Staff Members
Show 10 regonds . — &l Depariments — ¥
MNAME & STATUS & ROLE 1§ EMAIL ADDRESE 5 DEFARTMENT & CREATED & LAST LOGIN 2
T el [ s F 'l 1 4 D
: d '] d 1 : 1520171142 004,
L] ic ank il ] : 201 o4 I 1Ea
Dy e avar LS Egmad com : 08,071,201 539 0104 ar
Exsam Ship Tachnician Oeg Subi) el R o Suppam O 2EA01E 1104 am D1/40/001 7 508 am
ai Tachnizian Oeg anisEyaha o in Sippar 12017 B:42 2

+  Click a column header to sort items in ascending/descending order.

The 'Show records' drop-down on the right allows you to select the number of entries to be displayed per page. The
options range from 10 records per page up to 100. You can navigate to different pages by clicking 'Next' and 'Prev'.

Filters

+  To search for staff members by department, select the department from the drop-down at the top. The
matching results will be fetched automatically.

«  The 'Search' field allows to filter staff members by name, role and email address. Enter the parameter fully
or partly in the 'Search' field. The staff members matching your parameters will be automatically fetched. To
display the list fully, clear the text in the field.

Column Headers
- Name: The name of the staff member.
- Status: Indicates whether the staff member is active or inactive

+ Role: Staff roles determine the permissions they have within the service desk console. Roles are
configured by admins in 'Admin Panel' > 'Staff' > 'Roles’".

+  Email Address: Email address of the staff member entered at the time of enroliment.
+  Department: The department to which the staff member is assigned.
+  Created: The date and time the member was enrolled to C1.
+ Last Login: The date and time the member last logged into C1.
Staff details are as per the information entered during staff enroliment.

3.1.3 My Profile
Click 'Staff Panel' > 'Dashboard' > 'My Profile'

« "My Account Profile' allows staff to edit their name, email address, phone numbers, language, time zone and
more.
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TR
B Comeds Poe »Gervice Qesk * Dashboard > My Profile

My Account Profile

Contact Information Preferences Frofls preferences snd seftings

Uszrnama: Prefemed Language:
coyoleewile@yahoo com Ve Browsar Prelerence .
Fersan Hame:

Coyote Maxirwm Page Size (per page]
Ermail addmess Ehow 10 raconds

copdleawilaahn. com Auto Refresh Rate
Phwane Mumber Ewery 1 min

= Dafaull Signature

—Mone —
Mihila Humbsr

Defaull Paper Stze:

Letier T

Show assign tickets

Signature fphona! sgnature used oo nwgeing smads

Contact Information
« Username: The login username of the staff member. Cannot be edited
+  Person Name: Full name of the staff member. Cannot be edited
«  Email Address: The email address of the staff member. Cannot be edited
+  Phone Number: Contact desk phone number of the staff member
+  Mobile Number: Mobile phone number of the staff member
Preferences
«  Preferred Language: Select the language which will be used in the interface.

«  Maximum Page Size: Number of records that should be shown per page. For example, the number of
tickets that should be shown per page. If 'system default' is selected, then the settings chosen by the
administrator will take effect. See C1 Service Desk System Settings for more details.

«  Auto Refresh Rate: Configure how frequently ticket statuses and dashboards should be refreshed. If
disabled, staff can manually refresh by clicking the 'Refresh' button.

+  Default Signature: Select the signature that should be displayed in ticket response emails to customers.
You can create your signature in the text field at the bottom of the page. The 'Department’ signature is set
by administrators.
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Tip: Administrators can set a signature messages for responses from different department from the 'Admin Panel’,
through 'Staff' tab > 'Departments'. See Departments for more details. Staff members can also change the
signature in tickets screen.

«  Default Paper Size: Set the page size used when printing tickets to PDF. Staff members can also change
the page size in the ticket print dialog screen.

- Show Assigned Tickets: If enabled, the staff member's name will not be displayed in tickets assigned to
them. The department name will be displayed instead.

Signature

«  Enter the signature that will be displayed in your ticket responses. You can choose this signature by
selecting 'My Signature' in the 'Default Signature' drop-down further up this page. You also have the option
to leave the signature blank or either select 'My signature' or 'Department signature' when you are actually
responding to a ticket.

Click 'Save Changes' for your updates to take effect.

3.2 Manage Users and Customers
Click 'Staff Panel' > 'Users'

«  Users - Individuals who submit tickets to Service Desk. Tickets can be submitted at your customer help
portal or via email. Admins have the option to require registration, or to allow unregistered users (guests) to
submit tickets.

+  Customers - An organization, usually a company or business, from whom you will accept tickets. We
advise you create customers in the Comodo One interface rather than in Service Desk. Such 'managed'
customers will be universally available in all integrated modules (Endpoint Manager, Quote Manager etc).

You can create service contracts with customers, and assign users to a customer to keep track of billable
hours on a ticket and more.

= Service Desk » Users » User Directory

DASHBOARD

(g USERS v

User Directory

User Directory

G} Add New User a Import -+ﬂ Export to CSV '@' Delete

Customers

TICKETS
(] NAME % EMAIL STATUS

KNOWLEDGEBASE

] Ssgalia (2) ssgalia@yahoo.com Locked (Pendin
MY TIME SHEETS

O Mmoxford (30)  mmoxford@yahoo.com Guest

CALENDARS

PROJECTS

ADMIN PANEL Dyanorat481

dyanorat481@gmail.com

Click the links below for more details:
+ Manage Users

+ Manage Customers
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3.2.1 Manage Users
Click 'Staff Panel' > 'Users' > 'User Directory'

«  'Users' are the individuals who submit tickets to your support team. They can submit tickets via your support
center, by email, or direct from an Endpoint Manager device.

Users are added to Service Desk in the following ways:
« Individually add users via the Service Desk interface, or bulk import them from .csv.

«  Admins/staff can create a new user at the same time as they create a ticket. The new user is automatically
enrolled as a guest.

+  Endpoint Manager integration - Users can submit a ticket direct from a managed endpoint by right-clicking
on the Endpoint Manager tray icon. The device user is added as a guest.

Guests must be registered if they are to login into your support portal to create / track tickets. Staff can use the
following methods to register guests:

+  Register them manually.
«  Send them an enrollment mail with an account activation link
«  Setatemporary password for the user to login to the support portal

See Register a User for help with this.

+  Note - admins need to enable login abilities in 'Admin Panel' > 'Settings' > 'Access Control Settings'. See
Access Control Settings if you need help with this.

See the following for more on managing users:
«  The 'User Directory' interface
+ Add users
+ Register a user
«  Send password reset / activation email to the user
+ Manage account access and user information
+ Add form fields for user details
- Add a user to a customer company
+ Manage tickets raised by a user
+  Create a new ticket on behalf of a user
«  Export users list
« Editauser
+ Delete a user
The 'User Directory' interface
+  Open the staff panel (see the last link on the left)
+  Click 'Users' > 'User Directory'
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DASHBOARD
User Directory
USERS v 0
8 (D) AddNewuser  @gimport K Exportto CSV Search.. Q.  show25records |~
User Directory
Customers
O NAME = EMAIL = STATUS 2 CREATED = UPDATED 2 CUSTOMER =
TICKETS
KNOWLEDGEBASE O Maruthicelerio (2) maruthicelerio@gmail.com Guest 01/23/2020 3:03pm  01/23/2020 3:03 pm
MY TIME SHEETS O Aliceroadster @ aliceroadster@gmail.com Active (Registered) 11/22/2019 1:04 pm  02/07/2020 9:54 am  Saddle and Pedals
. 6 ¢ ¢
CALENDARS O Fiatliena (&) fiatliena@gmail.com Guest 09/11/201911:36am  09/11/2019 11:36 am
Patch Management Agent
PROJECTS O o agent.patchmanagement@comodo.com Guest 03/01/2019 9:32 am 03/01/2019 9:34 am
ADMIN PANEL
O Monitor Agent (0) agent.monitor@comodo.com Guest 03/01/2019 9:32am  03/01/2019 9:34 am
O John @ john@kanchiidlysteamer.com Guest 02/26/2019 1:11pm  02/26/20191:11pm  Kanchi Idly Steamer

Column Headers

«  The user directory shows basic details about each user in six columns. You can add or remove columns by
clicking 'Customize Columns'.

The following is a list of all possible columns:

«  Name - The label of the user. The number beside a username shows the number of tickets they have
submitted. Click on the user's name to view all tickets they have created.

«  Email - The email address of the user.
+  Status - Whether the user is a registered or guest user.
«  Created - The date and time on which the user was added to Service Desk.

« Updated - Date and time of the most recent update to the user's details. You can quickly view/edit user
details by placing your mouse cursor over a user name.

+ Last Ticket Update - Date and time of the most recent update to a ticket submitted by the user.
«  Customer - The company to which the user belongs.
«  Phone Number - The contact number of the user as registered with service desk

+ Internal Notes - Comments about the user as entered by the administrators while adding or editing the
user, for internal reference.

Modify table columns

«  Click the 'Customize Columns' button to add or remove columns:
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Search... O Show2Scacais ¥

- LAST TICKET
CREATED = UPDATED UPDATE |2
Customize User Directory Columns
B name B Ema B status
i Created Updated [ ] Customer
Last Updated [] phone [ ] notes

+ Use the check-boxes to enable or disable columns as required I
«  Note: Mandatory columns appear gray and cannot be disabled.
«  Click "Save' to add/remove the selected columns to the list.

Add Users

+  You can add users individually or import them from a .csv file.

+  Users must be registered in order for them to login Service Desk to create and track tickets.

+ You can assign users to customers in the '‘Customers' screen ('Staff Panel' > 'Users' > 'Customers').
« Add individual users
+ Import users from .csv

Add individual users

«  Open the 'Staff Panel'

+  Click 'Users' > 'User Directory'

+  Click the 'Add New User' link:
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User Directory

@ Add New User a Import .“.'{. Export to CSV

NAME = EMAIL =

Create New User

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Notes:

Register with Default Settings
Default timezone: GMT -5.00 - Eastern Time (US & Canada), Bogota, Lima

The fields available in the form shown above are fetched from the built-in contact information. Contact information
can be configured in 'Admin Panel' > 'Manage' > 'Forms' > 'Contact Information'. See 'Forms' for more details.

Email Address: Enter the email address of the user. After registration, this email address acts as their username to
log into your support portal.

Full Name: Enter the user's first and last names.
Phone Number: Enter the user's contact number.
Internal Notes: Type any remarks you feel you need to add about the user.

Register with Default Settings: Enable to enroll the user with the default registration method. Disable to register
with a different method.

+  You can view/change the default registration method at 'Admin Panel' > 'Settings' > 'Users'. See User
Registration Settings if you need more help with this.

It may be 'Register users manually', 'Register users with an activation mail', or 'Register with a temporary
password'.
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Register with Default Settings

@ Register users manually
Register with activation email

Register with a temporary password

Default User Timezone: GMT 5.30 - India, Sri Lanka A

+ Register users manually - The user is initially added a guest and needs to be manually registered
afterwards. You can register a guest as follows:

«  Click 'Users' > 'User Directory' > click on the name of the guest > Click the 'Register' button
«  See Register a user for more details.

+ Register with activation email - The user is initially added as a guest and sent a mail which contains a link
to register their account.

«  The link leads to your support web portal where the user will create a password and so register their
account. After registration, the user can login and manage/view their tickets.

+ Register with a temporary password - Create a temporary account password which registers the user
immediately.

+  You need to send the password and URL of your support portal to the user. This allows them to login
and manage their tickets.

«  'Require password change on first login' - Enable to force the user to create a new password after first
login (recommended):

»  Default User Timezone - Select the time zone to which the user belongs from the drop-down
+  Click 'Add User'.

The user is added as a guest or registered user depending on the registration method. Once registered, you can
manage their account and assign them to a customer company.

Import users
+  Open the 'Staff Panel' if it isn't open already (last link in the left-hand menu)
+  Click 'Users'
+  Click 'Import' at the top
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User Directory

() Add New Use @ » Export to CSV

Import Users

Copy Paste Upload

Name and Email

Enter one name and email address per line.To import more other fields, use the
Upload tab. f

e.g. John Doe, john.doe@your-server.com

There are two ways to import users:
1. Copy Paste - Import users with name and email address only.

+  Enter the user's full name, followed by a comma, then their email address.

« Add more users in subsequent lines.

+  Click Import Users' to add the users as guests.
2. Upload - Import users from a .csv file. More details can be added about a user with this method.

. ﬁrezte a .csv file of users that you want to import. The file should have the following column
eaders:

Email,Name,Phone,Notes,"Customer ID (Optional)
«  Each line should contain the contact information of a single user

«  Save the .csv, then click '‘Browse' to upload the file to Service Desk:
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Import Users

Copy Paste Upload

Import a CSV File

Use the columns shown in the table below. To add more fields, visit the Admin Panel -=
Manage -> Forms -> Contact Information page to edit the available fields.Only fields
with ‘variable” defined can be imported.

¥ Example CSV File

Organization ID

Email Name Phone MNotes (Optional) |

john.doe@your-server.com John Doe

Browse... | No file selected.

Tip : Click 'Example CSV File' to download a sample file.

Depending on your settings, imported users will be added as guests, or their account activation started.

You can configure default registration settings in 'Admin Panel' > 'Settings' > 'Users'. See User Registration
Settings if you need further help with this.

Register a user

Staff can register guests in the 'User Details' screen. Users can also register themselves by signing up for an
account at your support center page.

Register a guest user
«  Open the 'Staff Panel' (see last link in the left-hand menu)
+  Click 'Users'
+  Click on the name of the guest user that you want to register
«  Click the 'Register' button
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Status : Guest

Created 06/11/2018 2:35 pm

lindated - 0&6/11/2078 2-25 n

Register: Cyclist

-
1 complete the form below to create a user account for Cyelist .

User Account Login

Authentication Sources: — Use any available backend — e
Username: raleighallsteel@gmail.com
Status: @® Send account activation email to

raleighallsteel@gmail.com

Register with a temporary password

User Preferences

Time Zone: GMT 5.30 - India, Sri Lanka i

«  Complete all required fields then click the 'Create Account' button. The account is created with the status
'Locked (Pending Activation)'. The account needs to be activated for the user to access the portal and
create support tickets.

There are two ways you can activate an account:
- Through an activation email
+  Using a temporary password
Activation via activation email
«  Select 'Send account activation email..."
+  Select the time zone to which the user belongs
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«  Click 'Create Account'

«  The user's status is changed to 'Locked (Pending)'. An activation email is sent to the user. After clicking the
activation link in the mail, the user is asked to create a password. Once activation is complete, their status
will change to 'Active (Registered)'.

Activation via temporary password
+  Select 'Register with a temporary password'

Status: ) )

raleighallsteel@gmail.com

G Register with a temporary passw@

Temp. Password:

Confirm Password:

Require password change on first login

User Preferences

Time Zone: GMT 5.30 - India, Sri Lanka o

«  Create and confirm the temporary password.

«  Require password change on first login - The user must create a new password right after logging in
with the temporary password.

« Timezone - Select the time zone to which the user belongs
+  Click 'Create Account'

The user is registered. You should communicate the temporary password and the URL of your portal to the
user. The user can login with their email address and the temp. password.
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SUPPORT CENTER

Support Ticket System

Elizabeth Ford | Profile | Tickets (0) - Sign Qut

£ Support Center Home [ Open Mew Ticket [=] Tickets {0}

Manage Your Profile Information

LIse the forms below to update the information we have on file for your account

Contact Information

Tl ftinlizzie@yahoo.com  *

Full Name: Elizabath Ford

Phone Number: lEst[

Preferences

Tima Zone GMT -5.0 - Eastern Time (US & Canada), Bogota, Lima v

Access Credentials
Current Password:

MNew Password

Confirm New Password

| Update || Fesat | Cancel

Tip - Your Service Desk portal can be accessed at https://<your_subdomain_name>.servicedesk.comodo.com.
Send password reset / activation email to the user

+  Open the staff panel (See the last link on the left)

+  Click 'Users'> 'User Directory'

+  Click the name of the user whose password you wish to reset/to whom you wish to send an activation mail

+  Click the 'More' button on the upper-right of the user details screen:

Registered Users

Manage Account m
= Send Password Reset Emal
Status : Active (Registered) C _:D

& Manage Account Access

Locked (Pending Activation) Users

Manage Account W
& Send Activation Email
Status : Locked (Pending Activation)
& Manage Account Access

Created 04/25/2016 11:05 am

Created 07/15/2016 3:41 pm

4 Manage Forms
Updated : 07/15/2016 3:41 pm

Reset password

«  Click the 'Send Password Reset Email' link

I Manage Forms
Updated : 12/07/2016 6:03 pm
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Please Confirm

Are you sure want to send Password Reset Link to sumeefdomestic@gmail.com?

Please confirm to continue.

«  Click 'Yes' to confirm sending the password reset email to the user.

An email containing the password reset link is sent to the user. The user has to click the link then enter their
registered email address in the 'Forgot My Password' page.

Activate a user
«  Click the 'Send Activation Email' link

Please Confirm

Are you sure want to send Aecount Activation Link to hertriumph@gmail com?

Please confirm to continue.

«  Click "Yes' to confirm and send the activation mail.

An activation email is sent to the user. After clicking the activation link, the user can configure their password in the
'Manage Your Profile' page. Once activation is complete their status will change to 'Active (Registered)'.

Manage account access and user information
You can lock a user's account and disallow password changes.
«  Open the staff panel (see last link on the left)
+  Click 'Users'> 'User Directory'
+  Click the name of the user to open their 'User Page'
«  Click the 'Manage Account' button or click the 'More' button and choose 'Manage Account Access '
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W
| = Service Desk »Users > User Directory

User Page

Aliceroadster

Name: [# Aliceroadster

Email: aliceroadster@gmail.com

Updated : 02/07/2040 9:54 am

Aliceroadster

@ User Information & Manage Access

User Information:

Name: Aliceroadster
Email: aliceroadster@gmail.com
Customer:

User Preferences:

Time Zone: GMT 5:30 - Asia/Calcutta 2

User Information - change a user's company and time zone.

Manage Access tab - configure the user's access to their own account:
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Aliceroadster

& User Information @ Manage Access

Account Access:

Status: Active (Registered)

Lsermname:

Mew Password:

Confirm
Password:

Account Flags

| Administratively Locked
Password Reset Required

User Cannot Change Password

Add form fields for user details
You can additional fields to the form if you want to add more information about users.
+  Open the staff panel (see the last link on the left)
+  Click 'Users'> 'User Directory'
«  Click the name of the user to open their details page
+  Click the '"More' button and choose 'Manage Forms'
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Manage Account

=Send Password Reset Email
Status : Active (Registerad)

AU /RCT

Manage Forms )

Created : 11/22/2019 1:0

Updated : 02/07/

Manage Forms
Sort the forms on this ticket by click and dragging on them. Use the box below the forms list to
add new forms to the ticket.

Contact Information

@ Add a new form to this ticket e

+  Select the form you want to add from the drop-down.

«  See Forms if you haven't created any custom forms
+  Click the 'Save Changes' button.

+  Staff can update a user's details by clicking their name in the 'User Details' interface.
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Update Samantha

o Flease note that updates will be reflected system-wide.

Contact Information: Please provide all the details

Email Address: * sam.b16@yahoo.com
Full Name: * Samantha
Phone Mumber: 1224567890 Ext: 100

Internal Notes:

Test:

=h

Troubleshooting FAQ:

Add a user to a customer company

+  All customers that you add to Comodo One are automatically imported to Service Desk.

+  You can also create 'standalone’ customers in Service Desk itself. Standalone customers are specific to
Service Desk and are not available in C1 or other modules such as Endpoint Manager.

+  See Manage Customers if you want to read more about adding customers to Service Desk.
«  You can add users to an existing customer or to a new customer.
Add a user to a customer

+  Open the staff panel (See the last link on the left)

+  Click 'Users'> 'User Directory'

+  Click the name of the user to open their 'User Page'
+  Click the 'Add Customer ' link as shown below:
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User Page

Alexander Dagwood

Name: (2 Alexander Dagwood Status : Locked (Pendir

Email : hertriumph@gmail.com Created : 04/25/2016 1

Updated : 02/25/2019
Customer: AddcC ﬁtomer

r 1
Customer for Alexander Dagwood

User Tic

-
E 1 Search existing customers.

Search by name

Create New Customer: Details on customer.

Mame: *

Web Domain: *

Address:

Phone: Ext:

Website:

Intarnal Mntas:

Add Customer

«  Type the first few letters of an existing customer's name in the search field.
+  Select the target company from the suggestions then click 'Continue':
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Customer for Alexander Dagwood

]
1  Search existing customers.

Search DY name

=.= Dithers Construction Company

Customer Information

| Web Domain: dithercons.com
Address:

Phone:

v

|

Website:

The user is added to the customer.
«  Alternatively, complete all form fields to create a new customer then click 'Add Customer":
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Customer for Alexander Dagwood

-
1  Search existing customers.

Create New Customer: Details on customer.

Mame: *
Web Domain: *

Address:

Phone: Ext:

Website:

Intarnal Notag-

Manage all tickets from a specific user

You can view and manage user tickets in the user directory area.
+  Open the staff panel (see the last link on the left)
«  Click 'Users'> 'User Directory'
+  Click the name of the user to open their details page:
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‘ = Service Desk »Users > User Directory

User Page

Aliceroadster Manage Account m

Status : Active (Registered)

Name: [& Aliceroadster

Email: aliceroadster@gmail.com Created : 11/22/2019 1:04 pm

Updated : 02/07/2020 9:54 am
Customer: Saddle and Pedals

Create Mew Ticket

o LAST UPDATE i o
TICKET = DATE 2 STATUS = SUBJECT =
1232 02/08/202010:18am  Oper What is the cost of an Epson printer
1172 11/29/20191:48pm  Closed Saddle company discovery (Ip range) resulted by DESKTOP-UK:
1171 11/29/20191:48pm  Closed Saddle company discovery (Ip range) resulted by DESKTOP-UK:
< >

« Prev 1 Next»

The 'User Tickets' tab lists all tickets created by the user, or created on behalf of the user by a staff member.
Ticket: The number assigned to the ticket.

+  Click the number to open the ticket details screen. See Ticket Details for help to review, respond and take
actions on the ticket.

Last Update Date: Date and time the ticket was most recently edited.
Status: The current standing of the ticket in your workflow. For example open, closed, overdue or paused.
Subject: Summary of the issue as entered by the user.
Assigned To: The staff member responsible for dealing with the ticket.
«  Place your mouse over a ticket to view its details.
Create a new ticket on behalf of a user

- Staff and admins can create tickets on behalf of users. You might want to do this if, for example, a customer
described their issue over a phone-call.

«  Staff can also create tickets for issues that they resolved, but which had no ticket. This is useful to record
time spent/materials used and bill accordingly.

«  Select 'Work done in the past' to enable this option.
+  Tickets for completed tasks are given a status of 'Closed'".
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Create a ticket for a user
+  Open the staff panel
«  Click 'Users' > 'User Directory'
+  Click on the user for whom you want to create a ticket

«  This opens the user details page:

Service Desk Service Desk » Users » User Directory

DASHBOARD
| User Directory
8 USERS v
@ Add New User almporl -*'Elpon to CSV
User Directory
Customers
TICKETS
M NAME = EMAIL =
KNOWLEDGEBASE
] Maruthicelerio (2) maruthicelerio@gmail.com

MY TIME SHEETS

Al ic&oads‘ter (3) aliceroadster@gmail.com
CALEMDARS
Fiatliena (6) fiatliena@gmail.com
PROJECTS
User Page

Aliceroadster Manage Account

Mame: [ Aliceroadster S

Email: aliceroadster@gmail.com Created : 11/22/2019 1:04 pm

Updated : 02/07/2020 9:54 am
Customer.  Saddle and Pedals

User Tickets Notes
p——
{ Create New Ticket )
e —
- LAST UPDATE - -
TICKET = DATE |2 STATUS = SUBJECT =
1232 02/06/2020 4:31 pm  Open What is the cost of an Epson printer
1172 11/29/2019 1:48 pm  Closed Saddle company discovery (Ip range) resulted by DESKTOP-UK7C
i il 11/29/2019 1:48 pm  Closed Saddle company discovery (Ip range) resulted by DESKTOP-UK7C
< >
« Prev 1 Next»
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«  Click 'Create ticket'
«  The new ticket form opens:

New Ticket

User Information:

Search User: aliceroadster@gmail.com

Create new user

Email Address: * aliceroadster{@gmail.com
Full Name: * Aliceroadster
Phone Number: Ext:

Internal Notes:

Ticket Notice: Send alert to user.

Ticket Information & Options:

Ticket Source: * Phone

The interface is same as 'New Ticket' created by a staff member from the 'Tickets' interface except the user name in
this screen comes pre-selected. See 'Create a new ticket on behalf of a user' in Manage Tickets for more details.

Generate a users report

You can generate a report on users as follows:
+  Open the staff panel (See the last link on the left)
+  Click 'Users' > 'User Directory'
«  Click 'Export to CSV"
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Service Desk = Service Desk > Users > User Directory

DASHBOARD
User Directory
USERS ~
User Directory
Customers
[} NAME = EMAIL 3 STATUS = CREATED 3 UPDATED = CUSTOMER =
TICKETS
KNOWLEDGEBASE ] Maruthicelerio @ maruthicelerio@gmail.com Guest 01/23/20203.03pm  01/23/2020 3:03 pm
MY TIME SHEETS [1  Aliceroadster @ aliceroadster@gmail.com Active (Registered) 11/22/20191:04pm  02/07/20209:54am  Saddle and Pedals
5 © .
CALENDARS [} Fiatliena &) fiatliena@gmail.com Guest 09/11/201911:36 am  09/11/2019 11:36 am
Patch Agent
PROJECTS [m} o agent.patct omodo.com Guest 03/01/2019 9:32 am 03/01/2019 9:34 am
ADMIN PANEL
[} Monitor Agent (0} agent. monitor@comodo.com Guest 03/01/20199:32am  03/01/2019 9:34 am
] John @ john@kanchiidlysteamer.com Guest 02/26/2019 1:11pm  02/26/2019 1:11pm  Kanchi Idly Steamer

.csv files are best viewed in spreadsheet applications like Microsoft Excel and OpenOffice Calc.

Edit a user
+  Open the staff panel (see the last link on the left)
+  Click 'Users' > 'User Directory'
+  Click the name of the user to open their details page
+  Click the name of the user:
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= sService Desk »Users > User Directory

User Page

Aliceroadster Manage Account

Status : Active (Registered)

Created : 11/22/2019 1:04 pm

Updated : 02/07/2020 9:54 am

Update Aliceroadster

o Please note that updates will be reflected system-wide.

Contact Information:

Email Address: * aliceroadster@gmail.com
Full Name: * Aliceroadster
Phone Number: Ext:

Internal Motes:

- Edit user details as required
+  Click 'Update User' to save your changes.
Delete a user
You can remove users at anytime. You have the option to reassign their tickets to other users if required.
+  Open the staff panel (see the last link on the left)
+  Click 'Users' > 'User Directory'
+  Click the name of the user to open their details page
+  Click 'Delete User' as shown:
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= service Desk »Users > User Directory

User Page

Aliceroadster

More-

I anage Account

Name: [£ Aliceroadster SELELANET D )

Email: aliceroadster@gmail.com Created : 11/22/2019 1:04 pm

Updated : 02/07/2020 9:54 am
Customer. Saddle and Pedals

Delete User: Aliceroadster

A Deleted users and tickets CANNOT be recovered

Aliceroadster
. <aliceroadster@gmail.com>

. Contact Information

Phone Number:
Internal Notes:

[ 1Delete 3 tickets and any associated attachments and data.

- You cannot remove users that still have tickets associated with them. You can delete their tickets OR
reassign them to other users.

«  Click the '<NN> tickets' link to reassign their tickets to a different user. You can reassign some or all of
their tickets to others.

- Enable the 'Delete...' checkbox to delete all tickets still associated with the user.
+  Click 'Yes, Delete User' when ready.

You cannot restore a deleted user. If required, you can re-create the user by creating a new user account.
Remove multiple users at once

+  Open the staff panel (see the last link on the left)

+  Click 'Users'> 'User Directory'

Select the users to be removed

+  Click the 'Delete' button at the top.
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= Service Desk » Users » User Directory

User Directory

()
@ Add New User “Import 3 Export to CS' SearCh 2

| NAME = EMAIL = STATUS 2 CREATE

Maruthicelerio [g (2) maruthiceleric@gmail.com

Aliceroadster (3) aliceroadster( bgmail.com Active (Registered)

O Eiatliena (8) fiatliena@gmgil.com Guest

Patch Management Agent
O agent.patchmianagement@comodo.com Guest 03/0

(0)

Please Confirm

]
Are you sure you want to DELETE selected user(s)?

Deleted user(s) CANNOT be recovered, including any associated attachments.

| [ Delete all tickets and any associated attachments and data.

+ Delete all tickets and any associated attachments and data - Enable this to confirm removal of any
tickets associated with the users

«  Click 'Yes, Do it!" to confirm the deletion.

3.2.2 Manage Customers
Click 'Staff Panel' > 'Users' > 'Customers'

«  Acustomer is an organization, usually a company or business from whom you will accept tickets. 'Users'
are the people who actually submit the tickets.

+  Customers added to your Comodo One account are automatically imported to Service Desk. Such
'Managed' customers are universally available in all integrated modules (Endpoint Manager, Quote
Manager etc).

+  Login to C1 > Click 'Management' > 'Customer' to add and manage customers in the portal.

+  See https://help.comodo.com/topic-289-1-716-8483-Manage-Companies.html for help to add
customers in C1.

+  Alternatively, you can create 'standalone' (aka 'unmanaged') customers in Service Desk. Customers added
via Service Desk are not available in C1 or other modules. You can add such standalone customers to C1
later to convert them to fully managed.

See the following for more help:
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+  The customers interface
« Add a customer
+ Manage customer details
« Manage users of a customer
« Manage forms
+  Manage tickets
+ Manage notes
+  View customer contracts
+ Remove unmanaged customers
«  Export customer list
The customers interface
+  Open the staff panel (See the last link on the left)
+  Click 'Users' > 'Customers'

Service Desk = service Desk >Users > Customers

= DASHBOARD
Customers
D
v i .

@ @ Add New Customer -‘.Expon to CSV '@' Delete St‘ar Ch Q Show 25 records I 0

User Directory

-w O CUSTOMER ID NAME 2 USERS 2 CREATED & UPDATED 3

| TICKETS
] 1 frontfork 1 04/30/2018 1:55 pm

%/ KNOWLEDGEBASE

Saddle and Pedals 07/31/2018 10:41 am

MY TIME SHEETS

] 3 Fork Springs Regional Transports 3 09/18/2018 4:47 pm 10/01/2018 12:29 pm
CALENDARS o a Kanchi Idly Steamer 6 02/25/2019 5:11 pm 02/26/2019 10:17 am
== PROJECTS Il 5 The Orpanage 2 02/17/2020 12:55 pm 02/17/2020 12:55 pm

2 ADMIN PANEL
' & Prev

[

Next»

«  Customer ID - The identity number assigned to the customer by Service Desk.
«  Name - The organization or company that is your customer.

«  Click the name of a customer to open their details interface. The customer details interface lets you:
Manage customer details

Add and manage users of the customer
Manage forms for the customer
View and manage tickets
Manage notes
View customer contracts
«  Users - Number of Service Desk users belonging to the customer company.
«  Created - The date on which the customer was added to Service Desk.
« Updated - Date and time at which the customer details were most recently updated.
Click a column header to sort items in ascending/descending order
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The 'Search'’ field lets you filter customers by name, address, phone number and website. Simply start typing your
search term to see matching customers.

Add a Customer
+  Open the staff panel (see the last link on the left)
+  Click 'Users' > 'Customers'
+  Click 'Add New Customer" at the top

Service Desk » Users > Customers

. Export to CSV @ Delete Searc h. -

USTOMER ID NAME = USERS % CREATED

frontfork 1 04/30/7

Add New Customer

1 Complete the form below to add a new customer.

Create New Customer: Details on customer.

Mame: *
Web Domain: *

Address:

Phone: Ext:
Website:

Internal Motes:

«  Name: Enter a label for the customer company.

+  Web Domain: Enter the domain that the customer uses for employee email. For example, enter
'example.com' if the customer's employees have email addresses like alice@example.com.
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«  Service Desk creates two new users with email addresses in this domain - 'Monitor Agent' and
'Patch Management Agent'. These accounts are used to receive automatically generated tickets
from Endpoint Manager.

«  They also assign to the customer any guests who submit tickets from an email at their domain.
«  Address and Phone: Contact details of the company.

+  Website: URL of the customer's public-facing / marketing website.

 Internal Notes: Enter any comments about the customer.

Note: You can change the field labels of this form in 'Admin Panel' > 'Manage' > 'Forms' > 'Customer Information'.
See Forms for more information.

«  Click 'Add Customer'

«  The customer is added and their details interface opens:
Military Road Cyclists

Military Road Cyclists m

Name: [/ Military Road Cyclists Created: 02/18/2020 9:52 am
Account Manager: Updated: 02/18/2020 9:52 am
Users Tickets Notes Contracts

(P Adduser  (F) import

O NAME = STATUS = EMAIL = CREATED = UPDATED =

[} Monitor Agent (0) Guest agent. monitor@militaryroadcyclists.com 02/18/20209:52am  02/18/2020 9:52 am

1 Patch Management Agent (0) Guest agent.patchmanagement@militaryroadcyclists.com  02/18/2020 9:52am  02/18/2020 9:52 am
< >

« Prev

Next»

Two new 'users' and email ids are automatically created - the Monitor Agent and the Patch Agent. The emails of
these two agents are used to collect tickets which are auto-submitted to service desk by other C1 modules.

Next: Manage customer details.

Notes:

«  Customers added via this interface are available in Service Desk alone and are not listed in the C1
interface.

»  Staff can assign users to these customers and can access the customers' tickets and contracts.

«  Staff members can also add customers from the 'User Directory' interface (See the explanation under
'Add a user to a customer company ' in the previous section Manage Users to learn about this).

Manage Customer Details
«  Click 'Staff Panel' > 'Users' > 'Customers'
«  Click the name of the customer to view their details.
The details interface lets you view and update both managed and non-managed customers.
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+  'Managed' customers - Those added through the Comodo One console. Managed customers are
available for selection in all Comodo One modules, including Endpoint Manager and CRM.

«  'Non-Managed' customers - Those added via the Service Desk interface. These customers are only
available in Service Desk.

You can also configure:
+  The default email account for outgoing mails sent on behalf of the customer.
«  The account manager responsible for the customer
+  Ticket auto-assignment rules and more.
View and manage details of a customer
+  Open the staff panel (see the last link on the left)
+  Click 'Users' > 'Customers'
+  Click the name of the customer company to open its details interface.
+  Click the name of the company in the details interface to open its configuration interface
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= Service Desk » Users > Customers

Kanchi Idly Steamer

Kanchi Idly Steamer m

MName: (& Kanchi Idlﬁteamer Created: 02/25/2019 5:11 pm

Updated: 02/25/2019 5:11 pm

Kanchi Idly Steamer

[ Fields £ Settings

Customer Information: Details on customer.

Name: * Kanchi Idly Steamer
Web Domain: * kanchiidlysteamer.com
Address: Periyar Magar
P
Phone: 0987654321 Ext:
Website: www.kanchiidlysteamer.com

Internal Motes:

The configuration interface has two tabs:
«  Fields - View and edit general details of the customer.

«  Settings - View and edit advanced details like outgoing email addresses, account administrator, auto-
assignment rules and so on.

The 'Fields' tab
«  The fields tab shows general details of the customer and allows you to edit them as required.

+ Ifrequired, you can create custom form fields for the customer. Click '‘Admin Panel' > 'Manage' > 'Forms' >
'Customer Information' to add new fields or 'Add Custom Form' to create a new form.
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Kanchi Idly Steamer

& Fields & Settings

Customer Information: Details on customer.

Name: * Kanchi Idly Steamer
Web Domain: * kanchiidlysteamer.com
Address: Periyar Magar
P
Fhone: 0987654321 Ext:
Website: www.kanchiidlysteamer.com

Internal Motes:

Edit the details as required.
Name - The company added as customer to service desk. You cannot edit the name from here.
Web Domain - The domain used for email by your customer.

«  Service Desk creates two new users - 'Monitor Agent' and 'Patch Management Agent' - with email
addresses at this domain. These accounts are used to receive automatically generated tickets from
Endpoint Manager.

«  They are also used to assign to your customer any guests who submit tickets from an email address at this
domain.

+  You can change the domain name if required
Address and Phone - The contact details of the customer. You can change these details as required.
Website - The URL of the company's website. You can change the website details if required.
Internal Notes - Enter any comments about the customer.

Type - Indicates whether the customer is ‘'managed' (added through C1) or 'non-managed' (stand-alone customer
added through Service Desk)

The 'Settings' tab
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Kanchi Idly Steamer

[ Fields & Settings

Available Outgoing
Email Address:

Default Outgoing v
Email Address:

Account Manager: — Mone — r

Auto-Assignment: Assign tickets from this customer to the Account
Manager

Primary Contacts: Select Contacts

Automated Collaboration:

Available Outgoing Email Address - Shows all addresses added which are capable of sending outgoing mail.

+  You can configure these email addresses in '‘Admin Panel' > 'Emails' > 'Emails'. See Email Addresses if
you want more help with this.

Default Outgoing Email Address - Select the address you want to use to send emails (ticket responses) to users
who belong to this customer.

Account Manager - The drop-down shows all admins and staff added to service desk. Choose the account manager
responsible for the customer.

Auto Assignment - Choose whether or not tickets created by users of the customer are automatically assigned to
the account manager.

Primary Contacts - Select the person with whom your staff can liaise on issues.

Automated Collaborations - Collaborators receive copies of all communications between staff and users during the
progress of a ticket. Collaborators can respond to communications.

- Primary Contacts - Add collaborators from the contact list.
«  Customer Members - Add collaborators from users who belong to the customer.
Main Domain

+  Auto Add Members From: Guests are auto-assigned to a customer if the email address they used to
submit a ticket matches any domain in this field.
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Click 'Update Customer' for your settings to take effect.
Manage users of a customer
Click 'Staff Panel' > 'Users' > 'Customers' > click on a customer name > Open the 'Users' tab
«  The users tab lets you add or remove users for customers
Add users to a customer
There are two places you can add users to a customer:
1. The 'User Directory' area
+  Click 'Staff Panel' > 'Users' > 'User Directory'
«  Click on a user name to open their details
+  Click 'Add Customer'
«  See 'Add a user to a customer company ' in the previous section Manage Users to learn about this
2. The 'Customers' area
+  Click 'Staff Panel' > 'Users' > 'Customers'
+  Click on a customer name
«  Open the 'Users' tab and click 'Add User'
+  Alternatively, click 'Import' to import users from a .csv file
The rest of this section explains option 2 above in more detail.

«  Manually add users to a customer
+ Import users from a list
+  Remove users from a customer
Manually add users to a customer
+  Click 'Users' > 'Customers'
+  Click the name of a customer company to open its details interface
+  Click the 'Users' tab to view a list of users belonging to the customer
+  Click the 'Add User' link:
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= Service Desk » Users » Customers

Kanchi Idly Steamer

Kanchi Idly Steamer

Name: [ Kanchi Idly Steamer

Account Manager: frontfork

Tickets Notes Contracts

@ Addﬁer @ Import

(] STATUS 2 EMAIL =
O (0 Guest agent.monit
Add User
Email Address: *
Full Mame: *
|
Phone Number: Ext:

Internal Motes:

Register with Default Settings
| Default timezone: GMT 5:30 - Asia/Calcutta

« Tip. You can configure the fields in the form above in 'Admin Panel' > 'Manage' > 'Forms' > 'Contact
Information'. See 'Forms' if you want more help with this.

Complete the details of the new user.
«  Email Address: Contact mail address. This doubles-up as their username to login to your support portal.
+  Full Name: First name and last name of the user.
+  Phone Number: The contact number of the user.
+ Internal Notes: Enter any comments about the user.

+ Register with Default Settings - Select whether the registration should use the settings in 'Admin Panel' >
'Settings' > 'Users'

+  Admins can configure how new user accounts are to be registered from the Admin Panel > Settings >
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Users interface. See User Registration Settings for more details.
+  Leave selected if you want to use the default settings.
+  Deselect to choose a different registration method.

Register with Default Settings

® Register users manually
Register with activation email

Register with a temporary password

«  Register users manually - The user is initially added a guest and needs to be manually registered
afterwards. You can register a guest as follows:

«  Click 'Users' > 'User Directory' > click on the name of the guest > Click the 'Register button
+  See Register a user for more details.

- Register with activation email - The user is initially added as a guest and sent a mail which contains a link
to register their account.

«  Thelink leads to your support web portal where the user will create a password and so register their
account. After registration, the user can login and manage/view their tickets.

+ Register with a temporary password - Create a temporary account password which registers the user
immediately.

You need to send the password and URL of your support portal to the user. This allows them to login and
manage their tickets.

«  'Require password change on first login' - Enable to force the user to create a new password after first
login (recommended).

«  Default User Timezone - Select the time zone to which the user belongs from the drop-down

Click 'Add User'.The user will be added to service desk and assigned to the customer company. Repeat the process
to add more users

Import users of a customer company
+  Click 'Users' > '‘Customers'
+  Click the name of a customer company to open its details interface
+  Click the 'Users' tab to view a list of users belonging to the customer
+  Click the 'Import' link at the top
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= Service Desk > Users » Customers

Kanchi Idly Steamer

Kanchi Idly Steamer

Mame: (& Kanchi Idly Steamer

Account Manager: frontfork

e Tickets Notes Contracts

(® Adduser (&) Im

STATUS 2 EMAIL =

] Monifor Agent (0) Guest agent.maonit

Import Users

Copy Paste Upload

Name and Email

Enter one name and email address per line.To import mare other fields, use the
Upload tab.

e.g. John Doe, john.doe@your-server.com

There are two ways to import users:
1. Copy Paste - Import users with name and email address only.
+  Enter the user's full name, followed by a comma, then their email address.
+  Add more users in subsequent lines.
+  Click 'Import Users' to add the users as guests.
2. Upload - Import users from a .csv file. More details can be added about a user with this method.
«  Create a .csv file of users that you want to import. The file should have the following column headers:
Email,Name,Phone,Notes,Customer ID

Note: Customer ID is mandatory for importing the user to the respective company. You can view
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the ID for the customer at 'Staff Panel' > 'Users' > 'Customers'.

+  Each line should contain the contact information of a single user

«  Save the .csv, then click 'Choose file' to upload the file to Service Desk:

F - mm— mm— — — —— = —

Import Users

Copy Paste Upload

Import a CSV File

Use the columns shown in the table below. To add more fields, visit the Admin Panel -=
Manage -> Forms -» Contact Information page to edit the available fields.Only fields
with ‘variable’ defined can be imported.

3 Example CSV File

Email Name Phone | Motes

(Optional)

Organization ID ‘

john.doe@your-server.com  John Doe

Choose file | No file chosen

Tip : Click 'Example CSV File' to download a sample file.

+  Click 'Import Users'. The users will be added to Service Desk and assigned to the customer company.
«  Depending on your settings, imported users will be added as guests, or their account activation started.

+  You can configure default registration settings in 'Admin Panel' > 'Settings' > 'Users'. See User
Registration Settings if you need further help with this.

+ You can add more fields to the upload tab in 'Admin Panel' > 'Manage' > 'Forms' > 'Contact Information'.
See 'Forms' for more help with this.

Remove users from a company
+  Click 'Users' > 'Customers'
+  Click the name of a customer company to open its details interface
«  Click the 'Users' tab to view a list of users belonging to the customer
+  Select the users you want to delete and click the 'Remove' button
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Tickets Notes Contracts

@ Add User @ Imp '@' Remove

= NAME = STATUS 2 EMAIL 2
B Monitor Agent D) Guest agent.monitori@kanc
] Patch Management fgent (0) Guest agent.patchmanage

john@kanchiidlys

B Joe (@) Guest joe@kanchiidlystear

Please Confirm

Are you sure want to REMOVE selected user from Kanchi Idly Steamer customer?

Yes, Do it!

+  Click 'Yes, Do it' in the confirmation dialog to remove the user.
The user will not be able to login to the web portal and generate tickets.

Manage forms
You can add extra fields to a customer's detail page so you can include more information about them.

«  Prerequisite - You must first create a custom form in 'Admin Panel' > 'Manage' > 'Forms' > 'Add New
Custom Form'.

« A'form' can be as little as a single field, or can have multiple fields.

«  For example, you might create a form for a customer's Tax ID number, or a larger form for each of the
company's 'C' level executives.

+ Once created, you can add these additional forms to any customer detail page.
Add additional details about a customer

+  Click 'Users' > '‘Customers'

+  Click the name of a customer to open its details interface

«  Click the 'More' button at top-right and choose 'Manage Forms'":
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Manage Forms
Created: 02/25/2019 5:11 pm

Updated: 02/26/2019 10:17 am

' Manage Forms

Sort the forms on this ticket by click and dragging on them. Use the box below the forms list to
add new forms to the ticket.

Customer Infarmation

@ Add a new form to this ticket

+  The drop-down contains all forms created in ‘Admin Panel' > 'Manage' > 'Forms'
«  Select the form you want to add from the drop-down.

' Manage Forms

Sort the forms on this ticket by click and dragging on them. Use the box below the forms list to
add new forms to the ticket.

Customer Information

@ Add a new form to this ticket

! Add a new form to this ticket =
Additional Contacts

Asset Information
Count

Customer Type
Troubleshooting

«  Repeat the process to add more forms
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«  Drag-and-drop the forms to choose the order in which they appear on the details page.

+  Click the 'Save Changes' button.

Admins and staff can complete the additional fields at any time:
+  Click 'Users' > 'Customers'
+  Click the name of the customer to open its details page

«  The new forms appear as configured:

cCOMODO

Creating Trust Online®

Kanchi Idly Steamer

[ Fields &} Settings

Customer Information: Details on customer.

MName:* Kanchi Idly Steamer
Web Domain: * kanchiidlysteamer1.com
Address: Periyar Nagar
g
Phone: 0987654321 Ext:
Website: www.kanchiidlysteamer.com

Internal Notes:

Additional Contacts :

Owverseas contact
number:

Man power Agent
Contact:

Type: Mon-managed
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«  Complete the form and click the 'Update Customer' button at the bottom.
Manage tickets raised by users of a customer company
+  Click 'Staff Panel' > 'Users' > 'Customers'
+  Click the name of a customer company to open its details interface
+  Click the 'Tickets' tab to view a list of tickets generated by users belonging to the customer

v
= Service Desk »Users > Customers

Kanchi Idly Steamer

Kanchi Idly Steamer m

Name: (& Kanchi Idly Steamer Created: 02/25/2019 5:11 pm
Account Manager: frontfork Updated: 02/26/2019 10:17 am
Users Notes Contracts
TICKET LAST UPDATE DATE [} STATUS ¢ SUBJECT ¢ ASSIGNED TO =
1112 02/26/2019 3:13 pm Open System restarts frequently frontfork
1111 02/26/2019 1:37 pm Open Quote for cooling pad frontfork
« Prev 1 Next®

Column Headers
+  Ticket: The number assigned to the ticket.

+  Click the ticket number to open the 'Ticket Details' screen. See 'Ticket Details' for more details.
- Place your mouse over a ticket number to see a preview of the ticket
« Last Update Date: The date and time of the most recent activity on the ticket.

- Status: Whether the ticket is open, closed, overdue or paused.
+  Subject: An outline of the issue. This is entered in the 'Issue Summary' field in the web portal by the user.
«  Assigned To: The name of the staff member to whom the ticket is allotted.

Manage notes

The 'Notes' feature lets you add general comments about a customer. Notes are internal, so they are only visible to
staff members.

+  Click 'Staff Panel' > 'Users' > 'Customers'
+  Click the name of a customer company to open its details interface
+  Click the 'Notes' tab
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= Service Desk » Users » Customers

Kanchi Idly Steamer

Kanchi Idly Steamer m

Name: [ Kanchi Idly Steamer Created: 02/25/2019 5:11 pm

Account Manager: frontfork Updated: 02/26/2019 10:17 am

Users Tickets » Contracts

02/26/2019 3:24 pm
The customer has many users to be enrolled frontfork | m
02/26/2019 3:25 pm
The customer expanded their network frontfork | m

@ Click to create a new note

+  Click the 'Click to create a new note' link, enter the required content and then click the 'Create’ button at the
bottom to add a new note.

- To view/ edit a note, click the 'Edit' button at the far end of the note.

+  Click the 'Save' button to save an edited note. Click 'Undo' to revert your changes.

- To delete a note, click 'Delete’ at the far end of the note.

.
Coyote | Qi l Delete
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View customer contracts

The 'Customer Details' interface lets you view contracts associated with a customer.

«  You can create and manage contracts in ‘Admin Panel' > 'Finance' > 'Contracts'

Service Contract
A service contract between you and a customer can include:
« A weekly/bi-weekly/monthly/yearly fee

+  Pre-paid hours for different service types ('On-site', 'Remote’ and 'Telephone'). These hours are 'included
in the fee' a not charged to the customer.

« Acharging plan for time that exceeds the pre-paid hours (optional). The charging plan includes:
«  Variable rates for specific types of service (optional).
«  A'default' hourly rate which is applied to sessions not covered by a variable rate.
«  Charging plans are only applied after any pre-paid hours have been used up.

« Ifno custom charging plan is applied then the default plan is applied. The default charging plan
can be managed in 'Admin Panel' > 'Manage' > 'Charging'.

+  For more details on the service contracts, see Manage Contracts.

«  Click "Staff Panel" > 'Users' > 'Customers'

+  Click the name of a customer company to open its details interface
+  Click the 'Contracts' tab

= Service Desk > Users > Customers

Kanchi Idly Steamer

Kanchi Idly Steamer m

Name: [ Kanchi Idly Steamer Created: 02/25/2019 5:11 pm
Account Manager: frontfork Updated: 02/26/2019 10:17 am
Users Tickets Notes Contracts
'@' Remove Showing1-2of 2
RELATED REMAIN
TICKETS PREPAID BILLABLE BILLABLE
@  CONTRACT NAME ¢ COUNT # HOURS = HOURS HOURS
(SUM) & (SUM) &
(] Small Scale Food Industries 2019-2020 0 60 0 &0
Small Scale Food Industries 2020-2021 0 120 (1] 120
« Prev 1 Next®

- Contract Name: The label of the contract created for the customer.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 301



Creating Trust Online®

Comodo One - Service Desk -,Ag_miﬁist"r'é’t’ij’r!égi-d"“é'/ COMODO

. /
_’_/"- /

f

- Ticket Count: Number of tickets associated with the customer.

+  Pre-paid Hours: The number of hours covered by the weekly / bi-weekly / monthly / yearly fixed fee
mentioned in the contract.

+ Related Billable Hours (Sum): Total chargeable hours spent by staff working on tickets for the customer on
all three service types (Onsite, Remote and Telephone).

+  Remaining Billable Hours (Sum): Amount of hours left of the customer's total pre-paid hours.
Remove Unmanaged Customers

+  Customers added via C1 are known as 'Managed' customers. They are automatically imported into Service
Desk and cannot be removed. This is because they also appear in other products like Endpoint Manager.

«  Customers added via the Service Desk interface are known as 'Unmanaged' customers. You can remove
unmanaged customers because they only exist in Service Desk and not in other products.

+ You can only remove unmanaged customers that have no enrolled users. You need to delete all users from
the customer before you can remove the customer itself.

Remove customers
«  Click 'Users' > 'Customers'

+  Select the customer you want to remove

Reminder: You must remove all users from a customer before you can remove the customer itself.

«  Click 'Delete' at the top.
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= Service Desk » Users > Customers

Customers

Search...

@ Add New Customer -". Exporito C

CUSTOMER ID CREATED

Srddle and Pedals

ork Springs Regional Transports

Please Confirm

Are you sure you want to DELETE selected customer(s)?

Deleted tickets CANNOT be recovered, including any associated data.

i

+  Click 'Yes, Do it!" in the confirmation dialog

Export a customer list to CSV

You can save a list of all customers (managed and unmanaged) as a comma separated values (CSV) file.
+  Click 'Users' > 'Customers'
+  Click 'Export to CSV'
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= Service Desk » Users > Customers

Customers

@ Add New Custom SE di'C h 2
] CUSTOMER ID MNAME = USERS % CREATE
(™7 1 frontfork 1 04/30
] 2 Saddle and Pedals 1 07/3

Fork Springs Regional Transports

4 Kanchi Idly Steamer 6

.csv files are best viewed in spreadsheet applications like Microsoft Excel and OpenOffice Calc.

3.3 Manage Tickets

Click 'Staff Panel' > 'Tickets'

+  The tickets area lists all submitted tickets along with their status, priority and assignee

+  You can respond to tickets, assign tickets to staff, schedule tickets, view ticket materials and more

« The interface also lets you create a new ticket on behalf of a user
See the following for more help:

+  Overview of the interface

+  View a short summary of a ticket

+  Assign tickets to staff

+  Schedule a ticket

- Edit, reassign, or add collaborators to a ticket

»  View ticket materials and expense items

«  Close / reopen tickets

+  Create a ticket on behalf of a user

+  Delete tickets

«  Generate ticket reports

»  Sorting and Filtering Options in the 'Tickets' Interface
Overview of the interface

+  Open the staff panel (See the last link on the left)

+  Click 'Tickets' on the left then click 'Open’ (to see all open tickets)

- Alternatively, select one of the other ticket categories:

My Tickets
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Unassigned
Answered
Overdue
Closed
Scheduled

Paused

'Tickets' menu on the left
Column headers

Service Desk = Service Desk > Tickets > My Ticksts

DASHBOARD

USERS

[3) Tickers

New Ticket
Open (1)

My Tickets (4)
Unassigned (0)
Answered (3)
Overdue (2)
Closed (1228)
Paused (2)
Materials

Scheduled (0)

KNOWLEDGEBASE
MY TIME SHEETS
CALENDARS
PROJECTS

ADMIN PANEL

My Tickets
Mark Overdue Close T Delete ¢ Assion & ExportocsV @ Schedule [ Process Search. Q
(] TICKET % LAST UPDATE DATE 13 SUBJECT & FROM = PRIORITY 2 DEVICE NAME % ASSIGNED TO % CUSTOMER %

1 Ticket is selected. Select all (max 1000) Tickets

[ 1231 02/06/2020 11:16 am Second Monitor [Suspicious ... hicel Normal DESKTOP-I7807N1 frontfork

O L1232 02/06/2020 10:39 am What is the cost of an Eps ... i Aliceroadster Normal frontfork

02/06/2020 9:57 am SNMP (SNMP) resulted by ... Dyanorat481 Normal TECHMONSTER frontfork

O L1110 02/27/2019 10:49 am Need a mousepad Avantistude Normal frontfork Saddle and Peda

« Prev

Next»

Tickets menu on the left

New Ticket - Submit a support ticket for a user. See 'Create a ticket on behalf of a user ' if you need help
with this.

Open - Tickets that are not yet resolved. Click the ticket number to answer, transfer, reassign or schedule
the ticket.

«  'Assigned' and 'Answered' tickets may be excluded from this view by configuring options in the 'Ticket
Settings and Options' interface.

My Tickets - Tickets that are assigned to the person who is currently logged-in. Click the ticket
number/subject to answer, transfer, reassign, schedule, or register time-spent on a ticket.

Unassigned - Tickets that have not yet been assigned. Admins can assign tickets to staff by clicking the
ticket number then the 'Assign' link. See 'Assign tickets to a staff member' for more details.

Answered - Tickets for which there has been at least one reply. Click the ticket number to review, reassign,
transfer and more.

Overdue - Tickets that were not closed within the period specified in the SLA. Overdue tickets are
automatically closed if set in the 'Ticket Settings and Options' interface.

Closed - Tickets that are finished/complete. Click the ticket number to review, reopen, reassign efc.

Scheduled - Tickets that have a set time by which they should be started and/or finished. The schedule is
shown on the staff member's calendar. Click the ticket number to answer, re-assign, transfer, re-schedule,
etc.
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+  Paused - Tickets that are not being worked on at the current time. The ticket can be resumed by the staff
member member assigned to the ticket, or by an admin. Click the ticket number then 'Resume' to do this.

«  Materials - View material costs and other expenses added to tickets by staff. Material costs must be
approved by an admin. See View materials/expense items added to a ticket for more on this.

Column Headers

The columns you see depend on the filters you have chosen, and you can modify columns by clicking the
‘Customize Columns' button. The following is a list of ALL possible columns:

«  Ticket - The number assigned to the ticket. Click the ticket number to open the 'Ticket Details' screen.
@ - Tickets raised via the web portal
- Tickets sent in by email
~ - Tickets created by staff members on behalf of users

- Last Update Date - Date and time the ticket was created, re-opened, updated or closed.

+  Subject - A brief description of the issue.

+  The subject is usually chosen by the user or staff member who created the ticket.
- Tickets that were auto-created by another C1 module will simply state the name of the module
responsible. For example, 'RMM Generated Ticket'.

i.l
« The ‘- icon indicates that one or more collaborators have been added to the ticket CC list
- From - The name of the user who created the ticket, or on whose behalf the ticket was created.
+  Priority - The criticality of the ticket.

«  Ticket priority depends on the settings in 'Ticket Category', 'Department' and 'Ticket Filters'".
- Tickets sent in by email can have their priority set by the sender's mail client. This has to be enabled in
'Admin Panel' > 'Settings' > 'Emails'".
- If no custom settings apply, then tickets are given the default priority of 'Normal'.
«  Device Name - The endpoint which generated the ticket.

+  This is only shown for tickets auto-created by Endpoint Manager.

«  Click the device name to view more details about the device.

+  See https://help.comodo.com/topic-399-1-786-10175-View-Summary-Information.html if you need
more information about the device details screen.

+ Assigned to - The text of this column header depends on the ticket status. For example, for 'Unassigned'
tickets the column header will be 'Department'.

+  Assigned to: The name of the staff member to whom the ticket is assigned
+  Department: The name of the department to which the ticket is assigned
«  Customer - The company of the user who raised the ticket

«  Source - The channel through which the ticket was created. Possible channels are:
Phone
Email
Other
Web
API

«  Ticket Category - The help topic on which the user requested support. See Ticket Categories for more on
this.

- Department - The department in your organization to which the ticket is assigned
« Due Date - The date and time by which the ticket should be closed.
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+  Closed By - Staff member who closed the ticket.
«  Status - Ticket progress. Possible values are:
Open
Answered
Overdue
Closed
Paused
«  Overdue - Indicates the ticket was not closed by its due date.
«  Answered - Indicates whether or not a response has been given to the user.
«  Asset - The product, service, or item that the ticket concerns.
«  Category (Ticket Type) - Type of request that the ticket concerns. The possible values are:
Alert
Order
Problem

«  Sub-category - Specific issue type as chosen by the person who created the ticket. For example,
'Overheating' may be a sub-category of 'Problem'.

«  Scheduled Time - Date and time at which the ticket will be started.
- First Reply - Date and time of the first response to the user.
Add / Remove columns

The columns you see on the right depend on the ticket filter chosen on the left. You can add columns if you want to
view additional details, or hide columns as required.

«  Click the 'Customize Columns' button:
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Advanced Search

Search... Q.

Show 25 records F ( Customize Columns

L e

. DEVICE ASSIGNED . SUB
" NAME 2 T0 2 CHaTouTRe CATEGORY :  CATH
frontfork Saddle and Pgfla  Owver heating
| 74
Customize Ticket Table Columns
B Ticket B Last Update Date B subject
From B Friority Device Name
Assigned To [ | Closed By [ | Department
[ | Due Date Customer Ticket Category
[ ] source [] status [ ] overdue
[ ] Answered [] Asset Sub Category
Category [ ] scheduled Time [ ] First Reply

«  Use the check-boxes to enable or disable columns as required

+  Certain columns are mandatory for certain views

+  Click 'Save'to add/remove the selected columns to the list
View a short summary of a ticket

«  Place your mouse cursor over a ticket to view brief details:
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My Tickets
3. Export 1o CSV
o LAST UPDATE A o . DEVICE
] TICKET = DATE |2 SUBJECT ¢ FROM = PRIORITY = NAME =
| 1233 S . . *
_\ﬂj Ticket #1233:My laptop is overheating
O 1232 il
Ticket Summary

[ 1101 a

Ticket State: Open Normal

Create Date: 02/06/2020 12:36 pm

Due Date: 02/08/2020 12:35 pm

Assigned To: frontfork

From: Avantistude avantistude@gmail.com

Department: Support

Categories: Over heating / Report a Problem

The links at the bottom allow staff members to manage the ticket. See 'Ticket Details' for more details.
Assign tickets to a staff member
+  Admins can assign/reassign individual or multiple tickets to a staff from the ‘Tickets' interface.
«+  The ticket will appear in the 'My Tickets' area of the person to whom it is assigned.
Assign tickets
«  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
«  Select one or more tickets and click 'Assign' at the top

cCOMODO
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Service Desk = Service Desk > Tickets > Open

DASHBOARD
Open Tickets
USERS
Mark Overdue Close @ Delefe ﬁ ign . Export to CSV
[2) mickers v
New Ticket
Open (4) ] TICKET 3 LAST UPDATE DATE |5 SUBJECT =
My Tickets (5)
‘ 2 Tickets are
Unassigned (3) -
| 02/06/2020 1:12 pm My computer is very slow
Answered (4) 5 <6 P y P -
Overdue (2) 02/06/2020 1:09 pm Second Monitor [Suspicio
Closed (1227) et
] 123 02/06/2020 1:09 pm Second Monitor [Suspicious ...
Paused (2)
Materials .
| Assign Tickets |
| ‘
! Assign To: frontfork i ‘
I
Comments:
(Optional)

+  Assign to - Select the admin/staff member to whom you want to assign the ticket

«  Comments (Optional) - Enter task notes, instructions, or a reason you assigned the ticket to this person.
The comment is added as an internal note on the ticket.

«  Click 'Save'
Schedule a ticket

«  Scheduled tickets are useful for tasks that will start at a set time in the future. For example, a site visit or
scheduled maintenance.

«  The schedule is added to the calendar of the currently logged-in admin/staff.

«  The ticket is automatically assigned to the person who creates the schedule, even it it is currently assigned
to someone else.

Create a schedule for a ticket

+  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

«  Select a ticket and click 'Schedule' at the top

«  The calendar for the currently logged-in admin/staff opens. The ticket details are shown on the title bar:
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Service Desk Service Desk > Tickets > My Tickets

== DASHBOARD
My Tickets
USERS _
[Z) Mark overdue  [=Y) close  Ti[ Delete =P assion . Export to Csf %S%ﬂule
[2) mickers v
New Ticket
Open (9) [l  TICKET I LAST UPDATE DATE = SUBJECT =

My Tickets (5)

Unassigned (4)

02/06/2027 1:38 pm My computer is heatin
Answered (0) ot P y P 9
Overdue (8) O @5 p&704/2019 1:20 pm VPN Access
Closed (2
@ ] 5 02/06/2020 1:39 pm Recommended Performance ...
Paused (0)
Materials | 1 02/06/2020 1:39 pm Lock the workstation if it

Ticket #11: My computer is heating k/

= | ¢ 3Feb2020-9Feb 2020 5 o Z

bhon, Felaruary 3 Tue, Felanuary 4 Vied, Februzry Thu, February § Fri, February 7 Sat, February 8 Sun, February 3

0%

«  The current week is shown by default. Use the ">' button to move to the next week / day
+  Double-click the cell that represents the time slot you want for the ticket

Enter a short description of the task.
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<{ 3Feb2020-9Feb 2020 > My Calendar Iz

Mon, February 3 Tue, February 4 Wed, February 5 Thu, February 6 Fi, February 7 Sat, February 8 Sun, February 9

«  Click the check-mark &4 to save the schedule

«  The appointment is added to the calendar. You can view your calendar from the 'My Calendar' interface.
See Manage Calendars for more details.

+  The ticket is moved to the list under the ‘Scheduled' category on the left.
Edit, reassign, or add collaborators to a ticket

«  The 'Process' feature lets you reassign a ticket, update user information, change ticket
category/department, add collaborators, and more.

+  This feature is available for all ticket categories except closed tickets.
Use the process option

«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

+  Select a ticket and click 'Process' at the top:

‘ = Service Desk > Tickets > My Tickets

My Tickets

Mark Overdue Close @' Delete ﬁ Asszign -"u Export 1o CSV ﬂ S{:hﬂdule

O TICKET |3 LAST UPDATE DATE = SUBJECT = FROM =

02/21/2019 2:39 pm Power Connection Problem

J 1107 02/21/2019 9:14 am Please fix VPN Connection ... Dyanorat4

T e TR SRIRAD FORIBADY racrHad bk C
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Tickets

Process Ticket #1108

User Information: Currently selected user

Dryanoratdd] <dyanoratdB1@gmal com:

. o .
Iz5ue SMmary. Power Conneclion Prablem

|=sue Descrption Dewice does nat power on

Ticket Information: Due date overrides SLAS grace period

Ticket Source

Fhana ’

Catagary: Repart a Problem N

Sub Category Power Issue v

Lavel 1;
Department Malnenanca "
SLA Flan: Default SLA (40 hrs - Active) '
Time Spent 0 hrs 32 min
Due Diate 02/23/2019 15 ¥ F L
L chacked onsie
Aszsign The Ticket
Assignee — Salect Staff Member — N
Tickel is currently assigned fo franbfank

Carmriedils

Collaborators

Add Maw Collaborator

User Information

«  User name: The person who submitted the ticket or for whom the ticket was created. This is is pre-
populated. Click 'Change' to select a different user.

+ Issue Summary: Brief description of the issue. Update if required.
+ Issue Description: Ticket description provided by the creator of the ticket. This is not editable.
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Ticket Information

«  Ticket Source: The channel through which the ticket was created. The options available are 'Phone’,
'Email', 'Web', 'API' and 'Other'. This is pre-populated and can be updated if required

«  Category: The help topic under which this ticket falls. This is pre-populated and can be updated if required.
See 'Ticket Categories' for more details.

+  Sub Category - Specific issue type as chosen by the person who created the ticket. For example,
'Overheating' may be a sub-category of 'Problem'.

+  Department: The department to which to the ticket is currently assigned. This is pre-populated and can be
updated if required. See 'Departments' for more details.

«  SLA Plan: The service level plan associated with the ticket. Use the drop-down menu to change the plan if
required. The option chosen here will prevail even if the SLA plan for the 'Ticket Category' and 'Department’
is different.

+  Time Spent - Cumulative time spent on the ticket by all contributing staff members. This total includes time
recorded automatically during a session and time manually added by administrator/staff.

«  Due Date: The date and time by which the ticket should be closed. Change the date and time if required.
This will override the date generated by default.

+ Resolution - A description of the fix/solution. This could also be a description of the steps taken so far, and
those that remain, in order to bring about a fix. This is set by the staff member attending to the ticket.
Change the resolution if required.

Assign the Ticket
«  Assignee: Person who is currently responsible for the ticket. You can change the assigned staff member if
required.

- Comments: Enter instructions for the assignee or reasons for the assignment.
Collaborators

+  Add people who also worked on the ticket as additional recipients for ticket updates.

«  Click 'Add New Collaborator' to associate new or existing users with the ticket.
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Ticket #1108: Add a collaborator

€ Search existing users or add a new user.

(5]

rcn oy email pnone or name

b
[5k]

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Notes:

Register with Default Settings
Default timezone: GMT 5:30 - Asia/Calcutta

«  Type the first few letters of a username/email address in the search box. Select the user from the
suggestions.

«  Enter the email address, full name and other details.
«  Click 'Add User'
+  Repeat the process to add more collaborators

«  Click the 'Process' button after you have made your changes. The ticket will be updated per the new details.
View ticket materials/expense items

+  Staff can add materials and expense items to a ticket if they were required to resolve the issue.

«  Admins must approve these items. Once approved, they will be billed to the customer.

«  The 'Materials' screen lets you all view materials / expenses added to the tickets, along with their approval
status.

View ticket materials/expenses

«  Click 'Tickets' on the left then select 'Materials':
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SENICERESE
DASHBOARD
Added Materials
USERS
From ﬁ To Ej
[B icxers v Ticket #
New Ticket
Open (4) Show 25 records ~
My Tickets (5)
Unassigned (3)
MATERIAL NAME 3 TICKET # % COST = DATE ADDED 3 LAST UPDATED = STATUS =
Answered (4)
Overdue (2} B
Mains cord 1108 2.00 02/21/2019 12:47 pm 02/21/2019 12:43 pm Approved
Closed (1227)
Toll 1233 1.00 02/06/2020 3:21 pm 02/06/2020 3:24 pm Rejected
Paused (2)
Materials Cooling fan 1233 5.00 02/06/2020 3:21 pm Awaiting
< ?
Scheduled (0)
« Prev 1 Next»
KNOWLEDGEBASE

«  Material Name - The label of the component used or the expense incurred

+  Ticket # - The number of the ticket to which the material or expense item was added. Click the ticket
number to view or update the ticket.

«  Cost - The cost of the material/expense item as entered by the staff member
« Date Added - The date and time at which the item was added to the ticket
« Last Updated - The date and time at which the item details were last updated by the staff member

+  Status - Indicates whether the material/expense was approved by the administrator. The possible states
are:

«  Awaiting - The expense item has been added to a ticket but has not yet been approved by an
administrator.

«  Approved - The expense item has been added to a ticket and approved for billing by an admin.
+ Rejected - The expense item has been rejected by an administrator.
Close / reopen tickets
+  You can close tickets if all tasks are complete. All billable time will be assigned to the customer.
+ Ifrequired, you can also reopen closed tickets.
Close tickets
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Select the tickets you want to close
+  Click 'Close'
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Service Desk

== DASHBOARD

My Tickets

USERS
|==] Mark Overdue

[Z) TickeTs v

New Ticket
Open (4)

My Tickets (5)
Unassigned (3)
Answered (4) 02/06/2020 1:09 pm
Overdue (2)

02/06/2020 12:38 pm
Closed (1224)

Paused (2) 02/06/2020 10:39 am

Materials ! 02/06/2020 9:57 am

Please Confirm
|

Are you sure want to close selected open tickets?

Resolution :

Enter resolution text

+  Enter the resolution message for closing the ticket.
+  Click 'Save'.

ﬁussign

COMODO

Creating Trust Online®

. Export to CSV

FROM =

Second Monitor [Suspicious
My laptop is overheating
What is the cost of an Eps ... 3% Al

SNMP (SNMP) resulted by ... Dyanorat

The ticket is updated with the resolution message. The ticket is moved to the 'Closed' category.

Reopen closed tickets
+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then select 'Closed'
«  Select the tickets you want to reopen
+  Click 'Reopen’
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Service Desk = Service Desk » Tickets » Closed

DASHBOARD

Closed Tickets

USERS
Rqujn N[ Delete ﬁ Assign & Export to CSV

@ TICKETS v

New Ticket
Open (3) M TICKET = LAST UPDATE DATE |2 SUBJECT =
My Tickets (2)

3 Tickets are
Unassigned (3) -

02/06/2020 4:24 pm ‘What is the cost of an Eps ...
Answered (2) P P
Overdue (2) 02/06/2020 4:24 pm My laptop is overheating
Closed (1227)

02/06/2020 4:24 pm Second Monitor [Suspicious
Paused (2) I
Materials Please Confirm pent

Are you sure want to REOPEN selected closed tickets?

Reasons for status change (internal note). Optional but highly recommended.

|

«  Enter the reason for reopening the tickets and click 'Yes, Do it!"
«  The message is added as internal note to the tickets

«  The status of the tickets is changed to 'Open' and automatically assigned to the currently logged-in staff /
admin.

Create a new ticket on behalf of a user

- Staff and admins can create tickets on behalf of users from the tickets interface. You might want to do this
if, for example, a customer described their issue over a phone-call.

- Staff can also create tickets for issues that they resolved, but which had no ticket.

«  Select 'Work done in the past' to enable this option.
+  Tickets for completed tasks are given a status of 'Closed'".
There are two ways to create a ticket for a user

1. Create a ticket by selecting a user from the directory - Click 'Staff Panel' > 'Users' > 'User Directory' > click on
a user > 'User Tickets' > 'Create New Ticket'. The new ticket form appears with the user details pre-populated. See
Create a new ticket on behalf of a user in the section Manage Users if you need help with this.

2. Create ticket for a new user from the 'Tickets' interface - Click 'Staff Panel' > 'Tickets' > 'New Ticket'. The rest
of this section explains creating a new ticket from the 'Tickets' interface.
Create a new ticket
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+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then select 'New Ticket'

Service Desk = Service Desk > Tickets » New Ticket

DASHBOARD

Open A New Ticket

USERS

Ope

New Ticket

User Information:

My Tickets (5)

Search User: [search from any fields below
Unassigned (3) :

Answered (2) [] Create new user

Overdue (2)
Email Address: *

Closed (1224)
Paused (2) Full Name: *

Materials Phone Number: Ext:

Scheduled (0) |
Internal Notes:

KNOWLEDGEBASE

MY TIME SHEETS

CALENDARS Ticket Notice: Send alert to user.

PROJECTS
Ticket Information & Options:

ADMIN PANEL

Ticket Source: * Phone

The new ticket form contains the following sections:
«  User information - Details about the user on whose behalf of you are creating the ticket
«  Ticket information and options - Ticket category, SLA plan, due date, assigned staff member, and more.
« Backdated ticket - Specify whether the work is already complete.
«  Ticket details - Issue description, priority, asset type, and more
« Response - Initial reply sent to the user
+ Internal note - Notes regarding the issue for internal reference
The following sections describe each ticket section in detail:

User Information
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User Information:

Search User: Search from any fields below

| Create new user

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Motes:

Ticket Motice: [ Send alert to user.

Search user - Create ticket for an existing user. Start typing their user name or email. Choose the user from the
suggestions.

Create new user - Create a new user. The ticket will be associated with this new user.

+  Enter the email address, full name and phone number of the user. Add any notes about the user in the
respective fields. The internal notes are only visible to admins/staff.

«  New users are added as guests. You can associate users with customers in the 'User Directory' interface.
«  See Manage Users if you need help with this.
Ticket Notice - Sends an email to the user which informs them that the ticket has been created.

Ticket Information & Options
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Ticket Information & Options:

Ticket Source: * Phone o
Category: * — Select Category — o
Schedule Time: Schedule

Department: Support i
SLA Plan: Default SLA (48 hrs - Active) o
Due Date: * 02/09/2020 10 ~ 20 >

Assign To: — Select Staff Member — 2

« Ticket Source: Select the channel through which you received the request from the user. The options are
'Phone’, 'Email' and 'Other".

«  Category: Select the help topic under which the ticket falls. Depending on the ticket category selected,
more forms may be included in the ticket. See 'Ticket Categories' and 'Forms' for more details.

«  Schedule Time: Choose a date in the future when work on the ticket should begin. The schedule will be
added to your calendar.

- Department: The department is auto-selected when you choose the ticket category. You can choose a
different department if you want.

«  SLA Plan: The service level plan associated with the ticket. This is determined by the ticket category. Use
the drop-down menu to change the plan if required.

+  Due Date: The date and time by which the ticket should be closed. A default due date is auto-generated
based on the ticket category, department and SLA. You can change the date and time as required. This will
override the date generated by default.

«  Assign To: Choose the staff member to whom you want to assign the ticket. This assignee stands even if
the 'Agent’ for the category is different.

Backdated Ticket

Backdated Work done in the past
Ticket:

Start Date:

End Date:

« Work done in the past - Enable this if the ticket is for work that has already completed. The ticket is
automatically given a status of 'Closed'.

«  Enter the task start and end dates in the spaces provided.
- Make sure the end date is before the 'Due Date' entered elsewhere on the form.
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Ticket Details

Ticket Details: Please Describe Your Issue

Issue Summary: *

- T
Details on the reason(s) for opening the ticket

Priority Level: Mormal i

Asset Type: Workstation o

Type: — Select — %

SubType:

+ Issue Summary: Create a one-line description of the issue.

+ Issue Details: Enter a more detailed description of the issue.

- Priority Level: Ticket criticality. This is determined by the ticket category. Change the priority if required.
«  The option chosen here will prevail even if the 'Priority' for the selected Ticket Category' is different.
+  Staff can change the priority while the ticket is in-progress. See Ticket Details for more details.
+  See Appendix 2 - Ticket Priorities if you need help with priorities.

«  Asset Type: The type of item that the ticket concerns. For example, 'Workstation', 'Server', 'Printer’,
'Mobile'.

«  Type: The broad issue category. The options are 'Alert', 'Order' and 'Problem’.

+  Sub type: Type a sub-set if you wish to further refine the 'Type'. Sub-types can be used to add more details
about the category and asset type. For example, 'Overheating' may be a sub-category of a 'Problem’ with a
‘Server',

Response
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Response: Optional response to the above issue.

Canned
Response:

— Select a canned response — ¥

<> 9 p B I U A A §F = =2 | = RN H BH o =

ntial response for the ticket

Attachments: Browse... | No file selected. Response required for file upload

Ticket Status: Close On Response (Only applicabie if response is entered)
Resolution: Set Response as Resolution or Add Resolution

Signature: @ None Dept. Signature (if set)

« ltis optional to create a response. Type any response you wish to send to the user in the text field provided.
Responses will be automatically sent to the user after you click ‘Open'.

«  Canned Response: Select if you want to send a pre-defined response to the ticket.

Any canned responses you select are added to the 'Response’ text field. You are free to edit and/or add text
to complement the canned response.

You can add multiple canned responses to build a more complete answer. For example, you might add the
following 3 canned responses to a single response - 'Acknowledgment', 'Ticket has been queued', 'Contact
details'. Please enter a line space between each canned response for formatting reasons.

«  See Canned Responses for help to create and manage canned responses.
«  Attachments: Click the 'Browse' button to add relevant attachments to the ticket.

+  Ticket Status: If enabled, the ticket is closed immediately after saving. You must have entered a response
for this to work (see the descriptions above).

+ Resolution:
+  Enabled - The answer/response is considered as resolving the issue.

- OR
+  click 'Add Resolution', if you want to specify a different resolution statement.
+  Signature:

«  None - Means you can either send with no signature OR type a custom signature in the editor.

«  'Dept. Signature' - Use the signature of the department to which the ticket is assigned. See 'Staff
Members' and 'Department' for more details about adding signatures.

Internal Note

«  Enter comments, reminders and remarks to staff who might work on the ticket. Internal notes are only
visible to admins/staff, and not to the user.

+  Click 'Open' to create the ticket on behalf of a user.

«  The ticket is added to the Tickets' interface. You or the staff member to whom the ticket is assigned can
view/update the ticket by clicking the subject or ticket number.
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Delete tickets
+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Select the tickets you want to remove from Service Desk
+  Click 'Delete’

Service Desk

= Service Desk » Tickets » Closed

DASHBOARD

Closed Tickets

USERS
[Z) reopen { Tir n;@. assign k& Exportto CSV
[Z) Tickers v

New Ticket
Open (4) ] TIC| - LAST UPDATE DATE I3 SUBJECT =
My Tickets (5)
) 3 Ticket

Unassigned (3)

01/27/202011:18 am Front fork company di
Answered (4) el i
Overdue (2) H 01/27/202011:18 am Front fork company
Closed (1227)

01/22/2020 9:51 am
Paused (2)
Materials O 1224 01/22/20209:29 am CPU1 [Finance Department
Scheduled (0) — 01/21/2020 7:24 pm CPUT r: 1ance De

Please Confirm

Reasons for status change (internal note). Optional but highly recommended.

Are you sure you want to DELETE selected tickets?

Deleted tickets CANNOT be recovered, including any associated attachments.
* If at least one ticket has been used in project then they will not be deleted!

|

+  Enter the reason for removing the tickets (optional).

+  Click 'Yes, Do it!" to confirm removal.

+  Note - Deleted tickets cannot be recovered.
Export tickets to a CSV file
You can save the list of tickets as a comma separated value (CSV) file for archiving and analysis purposes.
Generate a tickets report

«  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
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+  Click 'Export to CSV' at the top

Service Desk = Comodo One > Service Desk > Tickets » Open

DASHBOARD

Open Tickets

o
[2) TickeTS v

|-”-r—:—_r *h (@l ~dvanced Search
MNew Ticket

My Tickets (3)
Unassigned (393) i LAST UPDATE i i
|:| TICKET = DATE |2 SUBJECT = FROM = PR
Answered (0)
Overdue (23)
140) /2018 3:27 pm Second Monitor [Suspicious Avantizstude Mo
|:| 09/18/2018 3:27 p 5 A [Susp
Closed (44)

.csv files are best viewed in spreadsheet applications like Microsoft Excel and OpenOffice Calc.

Sorting and Filtering Options in the 'Tickets' Interface
Sorting items

+  Click a column header to sort items in ascending/descending order
Search Options

You can run a simple search or an advanced search on tickets.
Simple Search

«  The 'Search’ field lets you filter tickets by the following criteria:

« Ticket ID
« User name
«  Customer

+  Device Name
+  Start typing your search term and tickets matching your criteria will be automatically displayed.
- Todisplay all tickets, clear the search field (or simply click the ticket category link on the left).
Advanced Search
+ 'Advanced Search' lets you filter tickets based on preset criteria
+  Click the 'Advanced Search' button
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Search... Show 25records ¥
oM 2 PRIORITY = ASSIGNED TO % CUSTOMER =

Advanced Ticket Search

Keyword:

(Optional)
Customer:

Any Customers v

Customer Type:

- All types - v
Status:

- Any Status - v
Dept:

- All Departments - v
Assigned To:

- Anyone - v
Closed By:

- Anyone - A
Category:

«  Enter/select the parameters that you want to use as search criteria.
+  Click the 'Reset' button to clear the fields.
+  Click the 'Search' button after filling the required search parameters.
The number of tickets that matches the search parameters will be displayed at the top of the screen.
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Advanced Ticket Search

Search criteria matched 24 tickets - E‘ﬁ

Keyword: !

+  Click the 'view' link to see the list of tickets which match the search criteria
«  To view all tickets again, click the respective ticket category under 'Tickets' on the left

3.3.1 Ticket Details

«  Click 'Staff Panel' > 'Tickets' > 'Open'’ (...or select a different ticket category as required)
+  Click on the number of the ticket you want to open
Tickets can be single stage or multi-stage depending on the category to which the ticket belongs.

«  Single stage ticket - Can be closed by the department/staff member to whom it was assigned. You can
configure this in 'Admin Panel' > 'Manage' > 'Ticket Categories'.

+  Multi-stage tickets - Multi-stage tickets are suited to more complex issues which require input from more
than one department. The ticket is auto-assigned to the next department or staff member after each stage is
closed. See Ticket Categories to read more about this.

The ticket details screen contains multiple sections. Click the following links to jump to the section you need help
with:
+  Title bar - Controls to manage the ticket.

- Ticket Information - General details about the ticket.

- Ticket Workflow - Appears only for multi-stage tickets. Displays the status of successive stages of the
ticket.

+  Ticket Actions - Take various actions on the ticket - post replies and notes, record time spent, assign the
ticket, generate quotes for materials and more.

« Postareply

« Post an internal note

+  Change the department

+ Reassign the ticket

- Initiate Quote generation for billable items
+  History - Alist of ticket activities.

«  Material Details - Billable materials and expense items added to the ticket

«  Time Spent - Time spent working on the ticket by all contributing staff members. This includes time
recorded automatically during each service session, and manually added time. The table also shows how
much of the time is billable.

- Staff - View staff members associated with the ticket and add new staff.
Title bar

+  The control buttons in the title bar let you perform various actions on a ticket:
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= Service Desk > Tickets > My Tickets

My laptop is overheating #1233

Reporter: Avantistude

Ticket Information ~

Priority : Normal User: @Avantistude  (853) «
Department : Support Email: avantistude@gmail.com
Create Date : Thu, Feb 6 2020 12:36pm Customer : Saddle and Pedals

Device Name : Phone:
Assigned To : frontfork Source: Phone (182.74.23.22)
SLA Plan : Default SLA (Active) Last Message : Thu, Feb 6 2020 12:36pm

Click the following links to find out more:
«  Process - Quick edit feature. Reassign the ticket, update ticket details, change due-date, add collaborators.

«  Remote Control - Establish a remote desktop connection to the device that generated the ticket. Only
available for tickets auto-generated by the Endpoint Manager module.

«  Materials - Add billable items and expenses which were used to resolve the issue.
«  Schedule - Create or modify the ticket schedule. The schedule sets the start and end time of the ticket.
- Create a Knowledgebase article - Use the ticket and responses as the basis of a new support article.

«  Change the ticket owner - Ticket owner = End user who submitted the ticket, or on whose behalf the ticket
was created.

«  Claim a ticket - Assign the ticket to yourself.

« Manage forms - Add forms to a ticket to request more information. Once added, the form can be completed
by a staff member in the ticket edit screen, or by the user in the web portal.

« Banauser from creating tickets
+  Print a ticket
+ Edit a ticket
- Pause/ resume a ticket
+ Close / reopen a ticket
+ Delete a ticket
Ticket information
+  Click the Ticket Information’ stripe

«  The ticket information box shows the user who raised the ticket, the ticket status, the assignee, due date,
billable time, and more.

«  The number of fields that are displayed depends on the 'Forms' added to the ticket. See 'Forms' for more
details.

+  You can edit these details, if required. See 'Edit the ticket' for help with this.
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Ticket Information ~
Priority : Normal User: @Dyanorat481  (86) -

Department : Support Email: dyanorat481@gmail.com
Create Date : Thu, Feb 21 2019 9:10am Customer :
Device Name : DESKTOP-D80SV.JJ Phone:

Assigned To : frontfork Source: Other

SLA Plan: Default SLA (Active) Last Message : Thu, Feb 21 2019 9:10am

Due Date : Sat, Feb 23 2019 3:52am Last Response : Thu, Feb 21 2019 9:14am
First Reply : 21.02.2019 09:22 am Category :
Last Update : 21.02.2019 09:26 am Resolution :

+  Priority: The criticality of the ticket. Priority can be inherited from the ticket category or department, or set
manually during ticket creation. Staff can also change the priority of the ticket while it is in progress.

«  See Appendix 2 - Ticket Priorities for general advice on assigning priorities

+  Department: The name of the department to which the ticket is assigned. Staff can change the department
as required and can assign it to a different staff member in the new department.

«  Create Date: The date and time at which the ticket was received.
«  User: The name of the user who created the ticket, or on whose behalf the ticket was created by an agent.

+  Tickets auto-submitted by a managed device have the name of the device owner as the 'user'.
«  The number beside the user name shows the quantity of tickets raised by the user

+  Click the number to manage the user, the user's tickets tickets, and the company to which the user
belongs. See 'Manage Users' and 'Manage Customers' for more details.

User: @Dyanorat481 {1&) -
—— = 11 Open Tickets
Customer - [0 3 Closed Tickets v
» All Tickets
@ Manage User

Bl Manage Customer
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«  Email: The email address of the user who created the ticket, or on whose behalf the ticket was created by
an agent. Tickets auto-submitted by a managed device state the email address of the device owner.

«  Customer: The company to which the user belongs.
+  Phone: The contact number of the user.
+  Device Name - The label assigned to the device.

«  This is only shown for tickets auto-created by Endpoint Manager.
«  Click the device name to view more details about the device.

+  See http:/lhelp.comodo.com/topic-399-1-786-10175-View-Summary-Information.html for more
details of the information contained in this interface.

+  Source: The channel through which the ticket was created. Possible values are 'Web', 'Phone' and 'Email'.

«  Assigned To: The name of the staff member to whom the ticket is currently assigned. You can re-assign
the ticket to a different staff member/agent from the 'Actions' area. See Reassign Ticket for help to do this.

«  SLAPIan: The service level plan associated with the ticket. The SLA can be inherited from the ticket
category or the department. Staff can change the SLA if required while working on a ticket.

«  Due Date: The date and time by which the ticket should be closed. The due date may be determined by
the SLA plan or the department, or is set manually by staff at ticket creation. You can change the due date
by editing the ticket.

«  Category: The help topic chosen when creating the ticket.
« Last Message: The date and time at which the most recent reply was received from the user.

+ Last Response: The date and time of the most recent reply was sent or a note was posted by a staff
member.

- First Reply: Date and time at which the first response was sent to the user by a staff member
- Last Update: The date and time at which the ticket was most recently updated

+  Asset Type: The type of item which the ticket concerns. For example, 'Workstation', 'Printer’, 'Server' etc.
The asset type can be chosen when creating the ticket. This helps to determine the billing rate.

- Ticket Type: The broad class of issue as chosen by the user or staff member who created the ticket. The
options available are 'Alert', 'Order' and 'Problem’.

+  Ticket Sub Type: Specific issue type as chosen by the person who created the ticket. For example,
'Overheating' may be a sub-category of 'Problem'.

+ Resolution: A description of the fix/solution. Alternatively, this may contain a description of the steps taken
so far, and those that remain, in order to bring about a fix. This is set by the staff member attending to the
ticket.

Ticket Workflow

+  Click the Ticket Workflow" stripe

+  This box only appears for multi-stage tickets. It shows all stages added to the ticket based on the ticket
category.
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Ticket Workflow .
Name Status Action
Stage 1:
Generate Quote In Progress + Complete

Stage 2 + Complete

In Progress
Generate Purchase Order o9

2 Revert stage

Stage 3:

Not Started
Delivery of the Asset
stage & » Not Started
Installation on premisis
Stage & Not Started
Demo

«  Specific departments and staff members can be assigned responsibility of each stage.

«  Once a staff member has completed their stage, the ticket is auto-assigned to the next department/staff
member.

«  This process will continue till the final stage is completed and closed.
«  Aticket can be moved to the previous stage by clicking 'Revert stage'.

+  You have the option to send a notification to staff and the user whenever a ticket transfers from one stage to
another. This must be configured in the ticket category. See Ticket Process Options in Ticket Categories
for more details.

Ticket actions
Click the 'Ticket Actions' stripe

«  The ticket actions pane lets staff post replies, claim a ticket, re-assign a ticket, add materials, pause/resume
a ticket and more.
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Ticket Actions -

Info! Reply posted successlully

Past Reply Past [nternal Note Dept. Transfer Acsign Ticket
TO: Avanlistude =avantistudei@agrnail. com= dop
CC: Add CC

Collaborators; Fiddl Biecipients

Responsa: * Select a canned reaponse w

<+ 9 a B I ¥ A @O

il
il
il
il
il
B
i

w = = =

Antnchments: Browsa... | Mo fike sedected.

Signature: @ None
Ticket Stafus: [[] Reopen an Reply

Resolution: [ Set Reply as Resolution

+ Postareply

+ Post an internal note

+  Change the department

+ Reassign the ticket

 Initiate Quote generation for billable items
Post a reply for the ticket

+  Click the 'Post Reply' tab
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Post Intermal Nole Dept. Transfer Asxsign Ticket

T Avantistude <avantistudefgmail com= w

o Agd CC
Collaborators: Add Recipients
Response: * Select a canned responze b

L+ 1 Aa B I u A n = H =E =2 E M N BH o = =— u

Recommend “Scheduled Scanning’

Response is required Draft Saved

Attachments: Browse... = Mo file selected

Signature: (@ Mone
Ticket Statua: ["] Reopen on Reply

Resclution: ] Set Reply as Resolution

«  To: The recipient's email address.

«  'Do Not Email Reply' - the response is not emailed to the user. The user can view the response on the
web portal.

«  CC - Add more recipients for the response mail.

+  Collaborators: Add people who also worked on the ticket as additional recipients.

Note: You can assign collaborators to a specific customer. These collaborators are automatically added to tickets
belonging to the customer:

+  Click 'Staff Panel' > 'Users'> 'Customers'

+  Click the name of the customer to open its details interface

+  Click the 'Name' of the customer in the upper panel

+  Click the 'Settings' tab and scroll to the 'Automated Collaboration' section

See Manage Customer Details if you need more help with this.

+  Click the 'Recipients' link to view and manage the list of collaborators:
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Ldd CC

Collaborators: Recim‘fEts (6 of &)

Select a canned response

<> T Aa B I

=
1=
>
th
L]
]

Ticket Collaborators

Bumpsted Dagwood '@'
mmoxford@yahoo.com

B Default User
agent. monitor@DithersConstructionCompany

Eh

Default User noreply@onecomodo.com

4

B Default User noreply@one.comodo.com

Ticket User dyanorat481@gmail.com

B = & &

Rich Cyclist humbersafety@gmail com

Add New Collaborator

«  Click 'Add New Collaborator' to add additional collaborators
+  You can add an existing user as a collaborator, or create a new user:
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Ticket #788: Add a collaborator

€ Search existing users or add a new user.

Search by email, phone or name

Create New User: Please provide all the details

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Notes:

Click 'Save Changes' for your changes to take effect.
+ Response: Type a reply in the text editor or select an option from the drop-down:

Add CC

Collaborators: Recipients (6 of 7)

Select a canned response

Select a canned response

Original Message
Last Message
Response: *
P Acknowledgement
Contact Manager
Payment procedures

Ticket Paused

vhat is osTicket (sample)?
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- Original Message: The first message sent by the user.
- Last Message: The most recent message sent by the user.

« Canned Responses: Send a preset response to the user. You can create canned responses in the
knowledgebase section ('Staff Panel' > 'Knowledgebase' > 'Canned Responses'). See 'Canned
Response' for more.

+  To clear the response from the editor, click the trash can icon at the top right side.

«  Attachments: Click the 'Browse' button to add attachments to the response. To remove the
attachment, click the file and select 'OK' in the confirmation screen.

«  Time Spent: The timer shows the time spent on the current service session

Attachments | prowea | No file selected.

tme 00:00:23010 0

Spent:

Service — Select — e [ ] Billable
Type: *

Signature: (@) Mone

Ticket [] Close on Reply
Status:

Resolution: [] Set Reply as Resolution

+  Select 'Billable' to charge the customer for time spent on the issue.

«  Service Type: Choose the kind of service offered during the session. The charges are calculated based on
the time spent, asset type mentioned in the ticket, and the service contract you have with the customer
company.

+  Signature:

«  None - Means you can either send with no signature OR type a custom signature in the editor.
- 'Dept. Signature' - Use the signature of the department to which the ticket is assigned.

«  Ticket Status: Select 'Close on reply' if your response will complete all possible work on the ticket. The
ticket is automatically closed when the response is sent to the user.

+ Resolution: Choose 'Set Reply as Resolution' if you want the message entered in the 'Response' field to
be considered as the issue fix/solution.

The resolution field of a ticket indicates its current place in your workflow. It is a communication of ticket
progress rather than a definitive ticket status like 'Closed’, 'Open' etc. This option means your note will also
become the ticket's current resolution status.

Example. A resolution status of 'Resolved' means a fix has been implemented and is ready for testing. A
ticket status of 'Closed' means the resolution has been verified and no further work is required on the ticket.

+  Click the 'Post Reply' button to respond to the ticket.
Post an internal note
«  Click the 'Post Internal Note' tab
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Post Reply Post Internal Note Dept. Transfer Assign Ticket

Naote

Title: Summary of the note (optional)

Internal £ 1 Aa B I u A a 5 = =
Mote:
= E MM B & F o Bl
Mote detail
Attachments Browse_. | Nofile selected.
Ticket — unchanged — "

Status:

Resolution: [] Set Reply as Resolution

+  Note Title: Enter a short summary of the note.

+  Note Details: Enter any comments, notes, reminder or reason for pausing the ticket in the in the text editor
«  Attachments: Click the 'Choose File' button to add attachments to the note.

+  Time Spent: The timer shows the time spent on the current service session

«  Select 'Billable' to charge time spent on the ticket to the customer.

«  Service Type: Choose the kind of service offered during the session from the drop-down. The charges for
the current session are calculated from the time spent, the asset type that was worked on, and the SLA you
have with the customer.

+  Ticket Status: Select the state to which the ticket is to be changed, from the drop-down.

+ Resolution: 'Set Reply as Resolution' - The message you type in the 'Response’ field is the fix for the
issue.

The resolution field of a ticket indicates its current place in your workflow. It is a communication of ticket
progress rather than a definitive ticket status like 'Closed', 'Open' efc.

Example. A resolution status of 'Resolved' means a fix has been implemented and is ready for testing. A
ticket status of 'Closed' means the resolution has been verified and no further work is required on the ticket.

+  Click the 'Post Note' button. The note is saved, the work time is added to the ticket and the status of the
ticket will be changed as chosen from the 'Ticket Status' drop-down.

Change the department
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The ticket category determines the department to which the ticket is assigned. The category is chosen by the user
when they first create the ticket.

You can change the department if required.

+  Click the 'Dept. Transfer' tab in the 'Ticket Actions' pane to assign the ticket to another department. Note -
department transfer is not available for 'Paused and 'Overdue' tickets.

Post Reply Post Internal Note Dept. Transfer Reassign Ticket Create Quote

Department: * — Select Target Department —

Ticket is currently in Maintenance department.

Comments: * o i
Enter reasons for the transfer

«  Department: Select the department to which you want to reassign the ticket

- Comments: Enter any notes or reasons for changing the department.

+  Click the "Transfer' button to assign the ticket to a different department.
Assign/Reassign a ticket
Tickets that are already assigned to a staff member can be re-assigned to a different staff member.

+  Click the 'Assign Ticket' / 'Reassign Ticket' tab in the 'Ticket Actions' pane.

Post Reply Post Internal Note Dept. Transfer Reassign Ticket Create Quote

Assignee: * — Select Staff Member — ~
Ticket is currently assigned to Coyote

Comments:

Enter reasons for the assignment or instructions for assignee
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«  Assignee: Select the staff member to whom you want to reassign/assign the ticket from the drop-down.
«  Comments: Enter any notes or reason for changing the staff member.
«  Click the 'Reassign'/ 'Assign' button to assign the ticket to a different staff member.

Initiate Quotes for Products/Services

Comodo Quote Manager (CQM) allows you to generate price quotes for products and services (more details at
https://help.comodo.com/topic-289-1-778-10458-Comodo-Quote-Manager-Module.html).

Quotes can also be generated by Service Desk tickets then pushed to Comodo Quote Manager.

You must enable quotes in a department to use this feature. Go to 'Admin panel' > 'Staff' > 'Departments' > click on a
department > enable the 'Quote’ feature.

Initiate quotes from a ticket

+  Ensure the quote feature is enabled for the department. Click 'Admin Panel' > 'Staff' > click department
name > enable the 'Quote’ feature.

- Ensure the ticket is assigned to you. If not, click 'Claim' to assign the ticket to yourself.
«  Click the Ticket Actions' stripe to open the 'Ticket Actions' pane, if not already opened.
«  Click the 'Create Quote' tab

Post Reply Post Internal Note Dept. Transfer Reassign Ticket Create Quote

Nates: * )
Create a guote for a printer connector cable

- Enter a message in the 'Notes' field for the staff member attending the Quote Manager console.
+  Click 'Create'
«  Adraft quote will be generated in the Quote Manager console:

Ticket Actions ~

Ticket sent to Quote Manager

Post Reply Post Internal Note Create Quote

Ticket sent to Quote Manager, quote #1922
Notes: Create a quote for a printer connector cable

+  Click the 'Quote # NN' link to view the draft quote in the Quote Manager console:

View ticket threads
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The 'Ticket Thread' pane contains a log of all actions taken on the ticket. Actions can be messages from the user,
replies from staff, reassignments, addition of materials, status updates and more.

View ticket logs
+  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open

+  Click the 'Subject: <summary of the ticket> stripe to open the Ticket Thread' pane.
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Subject: System going sluggish ~

 Sort by: Dat
Ticket Thread (18) | |7 Sort by: Date

Internal Notes Staff Posts Client Posts

Herald

Fri, Jun 8 2018 12:21 pm

I would suggest to attend this after five in the evening, as | have a meeting.

Spokes and Wheels

Fri, Jun 8 2018 12:18 pm

INTERMAL

To change the fan

Spokes and Wheels

Fri, Jun 8 2018 12:12 pm

TO: <hertriumph@gmail.com>

BSA Mach will take care

Spokes and Wheels

Fri, Jun 8 2018 12:10 pm

Ticket Assigned to bsamach

INTERNAL

Mach, please fix a fan

Spokes and Wheels

Fri, Jun 8 2018 12206 pm | Duration: 2 min(s) 15 sec(s) | Service Type: Onsite

TO: <hertriumph@gmail.com=>

Time Entry: 2018-06-08 12:16:00 - 2018-06-08 12:18:22 - 00:02:15 - not billable

We found heating issues. Trying to solve them

Show all threads
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«  The number beside the 'Ticket Thread' text shows how many actions have been taken on the ticket.

«  The 'Ticket Thread' pane contains five actions by default. Click 'Show all threads' at the bottom to view all
items.

«  The header color of each action lets you easily identify the type of action:
Yellow = Internal Notes - system events or internal notes
Blue = Staff Posts - responses from end-users
Orange = Client Posts - replies from staff to end-users

«  Use the check boxes at the top to filter actions by type:

Subject: System going sluggish A

= Sort by: Date |
Ticket Thread (18) | ¥ sortby: Date |

Internal Notes Staff Posts Client Posts

Herald

+  Click 'Sort by Date' at the top right to sort the entries in ascending or descending chronological order.
View materials / expense items added to the ticket

«  The 'Materials Details' pane shows materials and expenses incurred when fixing the issue.

+  Materials are added by staff members and must be approved by an administrator.

«  The total cost of approved items is displayed at the bottom.

+  If a material/expense item has been rejected then the reason is displayed under 'Status'.
View the materials added to a ticket

+  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

+  Click the number of the ticket you want to open

«  Click the 'Material Details' stripe to open the 'Material Details' pane.
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Material Details ~
Material Name Material Cost Material Status
1.RJ 45 Network Cable 2 meters 55.00 Awaiting
2.Meal 52.00 Awaiting
3.Cooling Fan 510.00 Awaiting
4.4 GB RAM $20.00 Approved

Total Approved Material Cost: $20.00

+  Staff members can add items and their cost by clicking the 'Add Material' button at the top of the ticket. An
administrator must approve the item before its cost is added to the ticket.

. See Add Materials to the ticket for more details.
View and manage time spent on the ticket

«  The 'Time Spent' pane shows the cumulative time spent by all staff on the issue so far. Billable time is
shown on a separate row.

«  Time spent is automatically recorded when the ticket is open. Staff can also manually add any ‘on-site' time.
«  Each service session on the ticket is shown as a separate row:
View and manage time spent on a ticket
+  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type ('Open', 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
+  Scroll down and expand the Time Spent' stripe

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 343



Time Spent (local time)

cCOMODO

Creating Trust Online®

(%) Add Work Time
Start End Time Service Type Staff Billable  Manual  Action
2018-04-09 15:00:00 2018-04-09 15:30:00 00:30:00 Onsite Coyote v L4 e
2018-04-1012:27:23 2018-04-10 12:28:21 00:00:37 Remote Coyote
2018-04-1014:34:06 2018-04-1015:11:18 00:31:49 Telephone Coyote
2018-04-101511:21 2018-04-10 16:56:00 00:27:28  Remote Coyote v
2018-04-11 09:30:00 2018-04-11 09:40:00 00:10:00 Remote Steam v v
2018-04-11 09:30:00 2018-04-11 09:45:00 00:15:00 Onsite transtar v v
2018-04-11 10:29:27 2018-04-11 10:32:45 00:00:47 Telephone Steam
2018-04-11 10:431712 2018-04-11 10:44:39 00:01:27 Telephone Coyote
Total Spent 01:57:02
Total Billable 01:22:28

Start - Date and time the session began
End - Date and time the session finished
Time - Length of the session

Service Type - The kind of service provided during the session. Possible values are:

«  Onsite
+  Remote
«  Telephone

Staff - Name of the staff member who provided the support.

Billable - Whether or not the customer will be charged for the session.

Manual - Whether or not the any time was added manually by staff. For example, to cover time spent during a site
visit.

Action - Controls for editing and removing a session:

- Edit the time spent

- Delete the item
There are two ways time spent can be added to a ticket:
+ 'Time-spent' counter
+  Manual Entry
The 'Time-Spent' Counter
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«  The 'Time Spent' counter will automatically start when a staff member opens a ticket assigned to them. The
counter is shown in the 'Time Spent' field near the bottom of the page:

Attachments Browse_.. | Mo file selected.

@ 00:00:23 D
Spent:

Service — Select — w [] Billable
Type: *

Signature: (@) MNone

Ticket [] Close on Reply
Status:

Resolution: [] Set Reply as Resolution

- Staff can pause, resume and reset the timer as required.

«  After concluding a session, staff can choose the type of service provided and select whether the time is
billable. See Post a reply and Post an internal note for more details.

ARinchments Browse__. | Mo file selected.

tme 00:01:0311 0

Spent:

Service

Ticket Il’:alephn:-ne .
Status:

Resolution: [] Set Reply as Resolution

Manual Time Entry

- Staff assigned to the ticket can manually add time for themselves or for other staff members that have been
added to the ticket. This is useful for recording time that was not automatically recorded . For example, time
spent during an on-premise visit.

«  Staff that are not assigned to the ticket can only add time for themselves.
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«  The option to manually add time must be enabled by an admin in 'Admin Panel' > 'Settings' > Tickets'
(Under 'Time Settings'). See Ticket Settings and Options if you need help with this.

Manually add time to a ticket
+  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type (‘Open', 'My Tickets', 'Unassigned', 'Overdue', etc)
+  Click the number of the ticket you want to open
+  Click the 'Time Spent' stripe to open the 'Time Spent' pane
«  Click the 'Add Work Time' link in the left-corner of the table
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Time Spent (local time)

(%) Add w@; Time

Stal

End Time

2018-0409 15:00:00 2018-04-09 15:30:00 00:30:00

[ | )
Add Work Time

Staff:

Start Time:

End Time:

Duration:

00:00:00

Service Type:

- Select — v
Is Billable: #

Comment

Staff - The drop-down lists staff assigned and staff added to the ticket. Select the staff member for whom you want
to add time.
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Add Work Time
Staff:

cyclist
Steam

transtar

Start Time and End Time - Click inside the 'Start Time' and 'End Time' fields then enter the date/time manually, or
select the dates from the calendar. Click 'Now' to use the current date/time as the start or end time.

Start Time:

2018-04-11 09:30:00

SU MO TU WE TH FR SA

1 2 3 4 5 6 7
EQIGELLLE;—'

Time 09:30:00

Hour
Minute
Second

Mow Done

+  Click 'Done" in the calendar after selecting the date and time.
Duration - This field is auto-calculated as the difference between the start and end times.

Service Type - Choose the service type offered during the session:
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LA Lol

00:20:00

Service Type:

i Select — {: E

Onsite

Remote

Telephone

«  Specify whether the time is billable by selecting the checkbox
- Enter any comments in the '‘Comment' text box. This will be added to ticket activity.
+  Click 'Save'.
The time spent is added to the list.
View and manage staff assigned to a ticket
«  The staff box shows staff assigned to the ticket and the time they have spent on it.
+  You can manually add staff as required.
View and manage staff added to a ticket
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
+  Scroll down and click the 'Staff' stripe.

Staff (1) ~
(%) Add staff

Staff Start End Time Zone Action

jacob 2018-04-11 05:30:00 2018-04-11 10:00:00 GMT +05:18 &

Staff - The name of the staff member added to the ticket. Click the name to edit the member's details
Start - The date and time at which the staff member started working on the ticket
End - The date and time at which the staff member finished working on the ticket
Time Zone - The time zone of the staff member
Action - Controls for editing and removing staff
Add a new staff to the ticket
«  Click the 'Add Staff' at the top left of the table
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Start End

={

20180411 05:30:00 2018-04-11 10:00:00

Staff: -

Start Date:

Howurs:

«  Choose the staff member from the drop-down
Start Date: Enter the date and time at which the staff member started working on the issue.

Hours: Enter the approximate period of time the staff member worked on the issue. This is only a rough indicator
which will not be added to the actual time spent on the ticket.

« Ifrequired, you can manually add time to the ticket for the staff member as described here.
+  Click 'OK'
The staff member is added to the ticket.

Quickly edit, reassign, or add collaborators to a ticket

«  The 'Process' feature lets you reassign a ticket, update user information, change ticket
category/department, add collaborators, and more.

«  This feature is available for all ticket categories except closed tickets.

Tip: You can also process a ticket without opening it. See Edit, reassign, or add collaborators to a ticket in
Manage Tickets for more details.

Use the process option
«  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type (‘Open’, 'My Tickets', 'Unassigned’, 'Overdue', etc)
+  Click the number of the ticket you want to open
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+  Click the 'Process' button at the top

= Service Desk » Tickets > My Tickets

Power Connection Problem #1108 : 5
Reporter: Dyanorat481 w
Ticket Information A

Priority : Normal User: @Dyanorat481  (86)~

Department : Maintenance Email: dyanorat481@gmail.com
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Tickets

Process Ticket #1108

User Information: Currently selected user

Dyanoraldd] -=dyanoratdB1@gmad come

e .
I=5ue Summary Power Connection Brabdem

|=sue Descrption Device does nat power on

Ticket Information: Due date overrides SLA&'s grace period

Tichel Source

Phone ¥

Catagary: Faport & Problem u
Sub Category Power Issue ¥

Level 1

Departmient salmienance L

LA Flan: Dedault SLA {48 his - Active) v

Time Spent 0 hre 32 min

Thia [nde D2rZHETY 15T 4 Y

Resolutiarn

chacked onste

Aszsign The Ticket

ASSignes — Salect Staff Member — ¥

Tickal is currantly asaigned fo frombfank

Caormrments

Collaborators

Add Naw Collabomtor

User Information

«  User name: The person who submitted the ticket, or on whose behalf the ticket was created by a staff
member. This is pre-populated. Click 'Change' to select a different user.

+ Issue Summary: Brief description of the issue. Update if required.
+ Issue Description: Ticket description provided by the creator of the ticket. This is not editable.
Ticket Information
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«  Ticket Source: The channel through which the ticket was created. The possible values are 'Phone’, 'Email',
'Web', 'API' and 'Other'. This is pre-populated and can be updated if required

«  Category: The help topic under which this ticket falls. This is pre-populated and can be updated if required.
See 'Ticket Categories' for more details.

«  Sub Category - Specific issue type as chosen by the person who created the ticket. For example,
'Overheating' may be a sub-category of 'Problem'.

«  Department: The department to which to the ticket is currently assigned. This is pre-populated and can be
updated if required.

«  SLA Plan: The service level plan associated with the ticket. Use the drop-down menu to change the plan if
required. The option chosen here will prevail even if the SLA plan for the 'Ticket Category' and 'Department’
is different.

«  Time Spent - Cumulative time spent on the ticket by all contributing staff members. This total includes time
recorded automatically during service sessions and time manually added by administrators/staff.

+  Due Date: The date and time by which the ticket should be closed. Change the date and time if required.
This will override the date generated by default.

+  Resolution - A description of the fix/solution. Alternatively, this may contain a description of the steps taken
so far, and those that remain, in order to bring about a fix. This is set by the staff member attending to the
ticket. Change the resolution if required.

Assign the Ticket
+  Assignee: Person who is currently responsible for the ticket. You can change the assigned staff member if
required.

- Comments: Enter instructions for the assignee or reasons for the assignment.
Collaborators

+  Add people who also worked on the ticket as additional recipients for ticket updates.

+  Click 'Add New Collaborator' to associate new or existing users with the ticket.
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Ticket #1108: Add a collaborator

€ Search existing users or add a new user.

(5]

rcn oy email pnone or name

b
[5k]

Email Address: *
Full Name: *
Phone Number: Ext:

Internal Notes:

Register with Default Settings
Default timezone: GMT 5:30 - Asia/Calcutta

«  Type the first few letters of username/email address of existing users in the 'Search' box at the top and
select the user to add an existing user/staff,

- Enter the email address, full name and other details, to add a new user.
«  Click 'Add User'
+  Repeat the process to add more collaborators

«  Click the 'Process' button after you have made your changes. The ticket is updated per the new details.
Take remote control of Windows or Mac endpoint

Remote control lets you make a remote desktop connection to the Windows or MAC device which generated a ticket.
This helps staff solve issues, install third party software, or run system maintenance.

+  'Remote Control' is available only for tickets generated by Endpoint Manager (EM).
«  There are two ways in which EM can add tickets to Service Desk:

«  Automatic - EM can monitor endpoints and generate a ticket if certain conditions are met. For
example, generate a ticket if RAM usage exceeds 90%.

« Manual - Endpoint users can create a ticket by right-clicking the EM system tray icon:
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Please fill in the fields below and describe details of your issue:

Issue Summary

Required {(max. 100 chars)

Department
| Support Department -
Priority Level

| Normal

Issue Details

Required {max. 5000 chars}

[] Include device data (brand, model, serial number, logged on user, domainfworkgroup)

MNote: Company, Device Name and Owner are included by default.

Options
About

Cancel

) 4o 11:52 AM
" F oA ) 4/5/2018

+  You need to install 'Remote Control by ITarian' n their local computers (the computer they use to log into
Service Desk).

+  You will be offered the opportunity to install this software when you attempt to takeover an
endpoint for the first time.

«  Once installed, you can take control of the endpoint from the ticket.
«  The viewer also supports clip-board sharing so you can copy files between your computer and the endpoint.
+  Ifthe managed endpoint has a multi-monitor setup, you can view individual monitors or all monitors at once.
See the following sections for more help:
+ Download and install the remote control application
«  Use the desktop application for remote control
Download and install the Remote Control application
There are two ways to download the remote control application
+ Download from Service Desk
+ Download from the Comodo One console
Download RC from Service Desk
«  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type (‘Open', 'My Tickets', 'Unassigned', 'Overdue', etc)
+  Click the number of the ticket you want to open
+  Click the 'Remote Control' button

Reminder: The 'Remote Control' button is available only for tickets generated by Endpoint Manager.
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= Service Desk » Tickets » My Tickets

Please fix VPN Connection problg

| oeen | #1107

Reporter. Dysncratd&l

O ) D s D

Ticket Information ~
Priority : Hormal User: iL‘-:.am'a'. a4 (B6) =
Department : Support Email: dyanoratd81@gmail com
Create Date : Thu, Feb 21 2019 %:10am Customer :
Devies Mame : DESKTOP-DBOSY Phane

. v .

Remote Control by ITarian

Step 1
This operation requires Remote Control by ITarian to be installed. Use the below button to
download it. Once it is installed, you will be able to get control of the devices using the 'Remote

Step 2

Click this link to remote control a device.

Control’ button.

Note

Please make sure that you have the latest version of the Remote Control by ITarian installed. If
you need to update Remote Control by ITarian version, please download the new version from
the link on Step 1.

+  Click 'Download Remote Control by ITarian' under 'Step 1'
Next: Install the application
Download RC from Comodo One Console
+  Login to your Comodo One account and click "Tools' at the top
+  Click the 'Download' button in the 'Remote Control by ITarian' tile:
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Remote Control by ITarian
Windows Version: 6.25.21754.19010

Mac 05 Version: 6.25.21758.19010
Downloads: 149

& Download

Download

Please select operating system.

Windows

+  Select the operating system of your admin machine, click 'Download' and save the setup file.
Install the application

+  Launch the set up file to start the installation wizard:
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B Remote Control by [Tarian Setup — >

B Remote Control by ITarian

ITARIAN PLATFORM TERMS AND END USER LICENSE AGREEMENT  ~

THIS AGREEMENT CONTAIMS A BINDING ARBITRATION CLAUSE

IMPORTANT—PLEASE READ THIS AGREEMENT CAREFULLY BEFORE
SUBSCRIBIMG TO OR USIMG THE ITARIAN PLATFORM ("THE “PRODUCT).
BY SUBSCRIBING TO, ACCESSING OR USING THE PRODUCT OR BY
CLICKING OM * ACCEPT” BELOW, YOU ACKNOWLEDGE THAT 1) YOU
HAVE READ THIS AGREEMENT, 2} YOU UNDERSTAND IT, AMD 3) YOU
AGREE TO THE TERMS HEREIM. IF YOU DO MOT AGREE TO THE

TEEMS HEREIM, DO MOT SUBSCRIBE TO OR USE THE PRODUCT AMD
CLICK "DECLINE™ BELOW. v

Version 6.25.21754.19010 []1 accept the license terms and conditions
Glnstall Cloze

+  You must read and accept the end user license agreement before continuing. After doing so, click 'Install' to
start the installation.

Bermmte  mntr ~ Tariarm Setrm g
remote Lontrol oy arian setup e -~

B Remote Control by ITarian

Installation Successfully Completed

Launch Close

+  After installation is complete, click 'Launch' to start the application.

Use the desktop application for remote control

+  Once RC is installed, you can take remote control of a Windows / Mac endpoint from the 'Ticket Details
interface.

Take remote control of a device
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'My Tickets', 'Unassigned’, 'Overdue', etc)
+  Click the number of the ticket you want to open
+  Click the 'Remote Control' button

Reminder: The 'Remote Control' button is available only for tickets generated by Endpoint Manager.
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Remote Control by ITarian

Step 1
This operation reguires Remote Control by ITarian to be installed. Use the below button to
download it. Once it is installed, you will be able to get control of the devices using the ‘Remote

Control’ button.

| Download |
Step 2
Clickote control a device.

Note

Please make sure that you have the latest version of the Remote Control by ITarian installed. If
you need to update Remote Control by ITarian version, please download the new version from
the link on Step 1.

+  Click 'link' under step 2:
Next, you need to select the application to open the link.

Open Remote Control ... - Application?

[0 Always open these types of links in the associated app

Open Remote Control ... - Application m

«  Click 'Open Remote Control by ITarian'.

Note : If a newer version of the application is available, please download it to continue.

The RC application starts:
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Stay signed in

+  Click the 'ITarian' tab then enter your C1 username and password

«  The region selector allows you to choose the C1 hosted service closest to your location. Select the
location nearest to you for the best performance / fastest connection.

+  Click 'Sign In'

+  If "Two-Factor Authentication' is enabled for your account, then you have to enter the authentication code
generated in the 'Google Authenticator' app on your mobile device.
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Two-Factor Authentication

Enter the 6-digit verification code

Enter the code and click 'Submit'

The application opens with a list of devices added to Endpoint Manager. The endpoint associated with the ticket is
pre-selected for remote desktop connection:
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frontfork

T [r—,
Online

All Devices

\ Tl

ad DESKTOP-DBOSWI
.'.-. Dyanora

mm  DESKTOP-TTPO9YFR
herculespopulardZ@gmail.com

m@  DESKTOP-TTPO9PR
herculespopular22 @gmail.com

a@  TECHMONSTER

WFa,  ssgalia@yahoo.com

@  TECHMONSTER

AW L

Tip: Alternatively, you can launch the RC application from your desktop and select the target endpoint
Double click the desktop shortcut E or the system tray icon B
Login with your C1 username and password
Select the device you want to manage

Arequest message is shown on the end-user desktop:

frontfork - Remote contral

Your IT administrator would like to view and control your desktop. Please click "Allow"
to start remote session.

Allow(23)
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«  The connection is established once the user clicks 'Allow', or if the does not respond within 30 seconds.

+  The following notification appears once the session is active:

Remote Control Session
End session

frontfork

«  The user can terminate the connection by clicking the 'End session' button.
The 'Remote Control' interface shows the desktop of the remote computer:

a Remote Control Session
frontfork

HH] O Type here ta search =i} ™ ﬁ ~ R |

Device: DESKTOP-D80SVI]) Status: Connected Connection: Direct Session Duration: 00:07:36

+  You can now interact with the target device to perform tasks as required.

«  The client interface contains the following menus and settings:

Full Screen - The remote desktop will cover your entire
display, without the operating system's window-framing
interface.

«  Click the same icon to exit full screen mode
Position - Click and drag the tool bar to your preferred
location.

Pin - Pin or unpin the tool bar to the title bar in full
screen view.
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Minimize/Maximize - Show/hide tool bar options.

= Actions - Send control commands to the endpoint.
«  Send Ctrl + Alt + Del - (Applies only for
Send Ctrl+Alt+Del Windows devices) Opens the Windows security
screen. This lets you lock the computer, log the
Lock Session current user out of the remote machine, change

passwords, view the local task manager or shut
down/restart/hibernate the machine.

Send Special Keys

«  Lock Session - Locks the managed endpoint.
A password will be required to unlock the
endpoint.

«  Send Special Keys - If enabled, allows you to
send key combination commands such as
Ctrl+C, Windows + R and so on.

The special key combinations are dependent on
the operating systems of the local (admin)
device and the managed remote device. See
the list of available special key combinations
given below.

View - Change the display size of the remote desktop.
The available options are:

+  Best Fit - Automatically adjusts the screen
resolution for the best visual experience.

+  Scaled - Displays the target desktop with the
resolution of the admin computer

Original
O o +  Original - Displays the target desktop at its own
resolution
Full Screen - Full screen - Displays the remote desktop in

full screen view

Multi-Screen - The multi-screen icon only appears if the target point endpoint has a multi-monitor setup. The drop-
down shows all monitors connected to the endpoint and allows you to choose which to view.

All monitors

Manitor 1

Maonitor 2

+  Select 'Switch Screen' to move to the next screen on the list
«  Select 'All Monitors' to view all connected screens simultaneously
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«  Select an individual monitor to view it in stand-alone mode

Help - Shows the 'About Remote Control by ITarian' dialog which shows version number and copyright information.

| 8 DESKTOP-D80SV) - Remote Control by [Tarian

g n 2

Recycle Bin  OpenOifice  VLC media
4.1.5 (en-L... player

B About Remote Control by ITarian X

Remote Control by ITarian

6.25.21754.19010

The latest version of Remote Control by ITarian is installed.

EM server: dmdemo.comodo.com

© 2019 ITarian LLC
All rights reserved.

Special Key Combinations

Managed Remote Device

Admin

; Windows
Device

LG TEM 'Windows' key is sent only to the remote device | 'Windows'/'Command' key is sent only to the

Shortcuts in combination with 'Windows' key are | 'émote device. Exceptions:
applied only to the remote device +  Ctrl+Alt+Del

«  Win+L
PRINT SCREEN and NUMLOCK are not sent to
remote device

NumPad digit keys always behave as arrow-keys
on Mac OS
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'Context Menu' key is sent as zero scan code and
appears as key 'a'.

All Shortcuts with 'Windows'/'Command' key are | If Apple is keyboard used:
applied to the remote device, except Media buttons (e.g. PLAY , STOP, MISSION
'Windows'/'Command' key+Esc CONTROL), POWER, EJECT keys and all

Command+Tab - Switches between applications system shortcuts with these keys are applied only
to the local device.

F11 - Shows desktop . :

, Shortcuts with COMMAND are applied to the
Ctrl +Up Arrow - Shows all Windows remote device, except' COMMAND' key+Esc
Ctrl+Down Arrow - Shows active application
Window

«  Command+Tab - Switches between
applications

+  Ctrl +Up Arrow - Shows all Windows

+  Ctrl+Down Arrow - Shows active
application Window

«  Fn+F11 - Shows desktop

«  Fn+F12 - Shows Dashboard or enable
standard key in Keyboard settings

+ Ifnon-Apple keyboard is used:

+  Shortcuts with WIN are applied to the
remote device, except 'WIN' key+Esc

«  Command+Tab - Switches between
applications

+  Ctrl +Up Arrow - Shows all Windows

+  Ctrl+Down Arrow - Shows active
application Window

+  F11- Shows desktop
+  F12 - Shows Dashboard

+  Full'list of Windows keyboard shortcuts - https://support.microsoft.com/en-us/help/12445/windows-
keyboard-shortcuts.

+  Full'list of MAC keyboard shortcuts - https://support.apple.com/en-us/HT201236.

Add materials / expense items to the ticket

+  Staff can add components, consumables and expenses to a ticket which were used when resolving an
issue.

+  Materials and expenses added to a ticket need to be approved by an administrator. Only then will they be
charged to the customer.

«  The 'Material Details' pane in the 'Ticket Details' interface shows all existing materials on the ticket.

Tip:
«  Administrators can create a global inventory of materials.
+  Click 'Admin Panel' > 'Manage' > 'Materials'".
+  Materials added here will then be available for staff to add to a ticket.

+  See Manage Materials and Expense Types for more details.

Add a material or additional charges
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+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

+  Click the number of the ticket you want to open
+  Click the 'Add Material' button at the top:

r—— —
Remaote Control Schedule
m Bwporter Gieg Wonderard S =

Ticket Information

Slatus: Paused Eireg Wonderland (5) -

Priority: el tel eramatwEgMall com

Departenent: Mairenance Déthars Construction Company

et — —
Add/Edit Materials

Search material.

Materials Added by Cost

- Start typing the name of the material in the search dialog. Select the material from the suggestions that
appear.

«  The material is added to the list.

+  Enter the charge for the material in the 'Cost' field.
«  Repeat the process to add more items

+  Click 'Save' to add the list of items to the ticket

+  You can view all materials on a ticket by expanding the 'Material Details' pane of the 'Ticket Details' screen:
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Material Details ~
Material Name Material Cost Material Status
1.Meal §2.00 Awaiting
2.Cooling Fan $10.00 Awaiting
3.4 GB RAM $20.00 Approved

Total Approved Material Cost: $20.00

New items will have an approval status of 'Awaiting'.

+  Admins can approve or reject expense items by going to 'Admin Panel' > 'Staff' > 'Material Approval'.
+  See Material Approval if you need more help with this.

Tip: Staff can view the materials/expense items that they have added to a ticket by going to 'Staff Panel' > 'Tickets'
> 'Materials'. See View Details of Materials/Expense ltems added to Tickets in the previous section, Manage
Tickets, for more details.

Create a schedule for the ticket

A task schedule allows you to pick a time-slot in the future to start a ticket. For example, you could create a schedule
for task that involves an on-site visit.

«  The schedule will be added to your calendar.
+  You can view your calendar from the 'My Calendar' interface ('Staff Panel' > 'Calendars'). See Manage
Calendars if you need more help with calendars.

«  You can re-schedule a ticket at anytime. Your calendar will be updated according to the new schedule.

Tip: You can also create a schedule for a ticket without opening it. See Schedule a Ticket in Manage Tickets for
more details.

Create a schedule for the ticket

«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
+  Click the 'Schedule' button
Your calendar opens with the ticket details shown on the title bar:
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= Comodo One » Service Desk > Tickets > My Tickels

My system is very slow #789
[ ovo Jdid . remote onir | | scheduie J] gprocess [l nadmateal ff et Jf xciose |l @ooce |
Reporter: Greg Wonderiand

Ticket Information
Status Open Usar: @Greg Wondadand (s)-
Priority: Mormal Email: telerarmnabwi@grmail.com
Department: Maintenance organization: Dithers Construction Company
Create Date: Thu, Apr 5 2018 2 Phione:
Device Name Source
[ ]
| Ticket #789: My system is very slow |
Day n 4 2 Apr 2018 - 8 .‘J"'.F."'r 2018 b Wy Calenina Ed
bon, &pnl Tue, fge Wed, fpnid Thay, Agprit 5 Fr, dignil & Sat, diprd T
|
i
i
i
i
13
i
| M - J

«  The current week is shown by default. Use the >' button to move to the next week / day
«  Double-click on the time slot you want to assign to the ticket
+  Enter a short description for the task.
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Fri, April & Sat, April 7

v 10:15 - 10:30
%)

«  Click the tick mark & to save the schedule

«  The appointment is added to the calendar. You can view your calendar from the 'My Calendar' interface.

Create a Knowledge Base article from a ticket

- The 'Knowledgebase' is a repository of support articles, FAQs and useful information intended to assist
end-users with answers to common issues.

« ltallows users to identify and solve common issues by themselves without needing to create a support
ticket.

+  Apart from providing a better service to your users, knowledgebase items can also reduce staff workload.
Add a knowledgebase article from a ticket

«  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type ('Open', 'Unassigned', 'Overdue’, etc)

+  Click the number of the ticket you want to open

+  Click 'More' then 'Create KB Entry' from the options.
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= Comodo One » Service Desk » Tickets » New Tickat

L
g e B o | mov v
AgpOIme john

@ Change Ticket
Ticket Information o

W Release (unassign)
Ticket
£ Mark as Overdue
Mark as Unanswered
I Manage Forms
@ Ban Email

0|

[#) Create KB Endry

T.

FAQ

Answer

Question
My system is very slow
Category Listing: FAQ category the question belongs to.
Select FAQ Category >

Listing Type: Public (publish) @ Internal (private)

Answer
< 9 Aa B I

=
=
2
T
i

= = E M B OB oo e

Question:
My system is very slow

Answer:
Hi john,

The FAQ screen will appear. This screen allows staff to select the category under which the FAQ will be placed. You
can also specify articles which are related to the FAQ, and choose to make the FAQ 'Public' or 'Internal’. See FAQ
for more details.

Change the ticket owner
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

«  Click the number of the ticket you want to open
«  Click the 'More' button and choose '‘Change Ticket Owner'.
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@ Change Ticket

owner

I} Manage Forms
@ Ban Email

(selena@yopmail.com)
[£) Create KB Entry
& Print

You can change to an existing user, or create a new user:

Change user for ticket #789

@ Search existing users or add a new user.

Greg Wonderland Add New User
teleramabw@gmail.com

Dithers Construction Company

Contact Information
Phone Number:

Internal Notes: Metwork connection

«  Enter the user name or email address of an existing user in the search field. Select the user from the
suggestions that appear. Click 'Continue'.

«  Alternatively, create a new user by clicking the 'Add New User' button Complete the user details form:
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Change user for ticket #2

€ Search existing users or add a new user.

Search by email, phone or name

Hertriumph
hertriumph@gmail.com Add New User
Change user for ticket #2 /

€ Search existing users or add a new user.

| lgearch by email, phone or name

Email
Address: *

Full Name:

*

Phone Ext:
Mumber:

Internal
Motes:

Register with Default Settings
Default timezone: GMT 5:30 - Asia/Calcutia

+  Click 'Add User' to change the ticket owner.

Tip: New users will be added as a guest users.

«  You can associate new users with a customer in the 'User Directory' interface ('Staff Panel' > 'Users' >
'User Directory' > Click on their username > Click the link next to 'Customer’).

+  See'Add a user to a customer company' in Manage Users more details.

Claim / self-assign a ticket
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«  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

+  Click the number of the ticket you want to open
+  Click the 'Claim' button

= Comodo One > Service Desk > Tickets > My Tickets

= Display not clear #787
Reporter: Greg Wonderland

Department: Maintenance ization; Dithers Construction Company
Create Date: Wed, Apr 4 2018 2:45 pm
Web (182.74.23.22)

Device Name:

Aocionod To

Please Confirm |

Are you sure want to claim (self assign) this ticket?

+  Click 'Yes'in the confirmation screen to claim the ticket.
Manage forms for a ticket
+  Staff can add custom form fields to a ticket to request more details about the issue.

+  Once added, the form can be completed by a staff member in the ticket edit screen, or by the user in the
web portal.

Manage the forms for a ticket
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
«  Click the 'More' button and choose 'Manage Forms'.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 374



COMODO

Creating Trust Online®

~
= Comodo One » Service Desk > Tickets » My Tickets

Display not clear #787
= (=2 =] e
Reporter: Greg Wonderland
@& Chapge Ti

et Owner

Department: Maintenance Organization: Dithers Constructig )
P rga I Manage Forms

@ Ban Emal

Create Date: Wed, Apr 4 2018 2:45 pm Phone:
(teleramabw@gmail.com)

Web (182.74.23.22 @) Create KB Entry
| & Print

Device Mame:

Manage Forms

Sort the forms on this ticket by click and dragging on them. Use the box below the forms list
to add new forms to the ticket.

Ticket Details

@ Add a new form to this ticket 1

«  Select the form you want to add from the drop-down.

+  Forms can be added by admins in 'Admin Panel' > 'Manage' > 'Forms' > 'Add Custom Form.' See Forms for
more details.

Manage Forms

Sort the forms on this ticket by click and dragging on them. Use the box below the forms list
to add new forms to the ticket.

Ticket Details

Asset Information '@'

@ Asset Information N r

Add a new form to this ticket
Asset Information

Phaone Mumber
Troubleshooting FAQ
Username

«  Click the 'Save Changes' button.

Staff members can view and complete the form in the edit screen. It will also be visible to the user in the web portal.
+  Click the 'Save Changes' button at the bottom.

Ban a user

Service Desk allows staff to ban users so they will no longer be able to create support tickets. Users can be blocked
from the details screen of tickets that they have created.

«  Open the 'Staff' panel (see last link on the left)

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 375



Creating Trust Online®

Comodo One - Service Desk -_’Ag_miﬁist’r’é'tﬁtifr_fég}c—i'é coMOoDO

= I
e /
= /

«  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
+  Click the 'More' drop-down at the top right and choose 'Ban Email'.

=3 3 3

@ Change Ticket

Owner

Iy Manage Forms

@ Ban Email

{john@yopmail.com

[3) Create KB Entry

Please Confirm /

Are you sure want to ban john@yopmail.com?

New tickets from the email address will be auto-rejected

+  Click 'Yes'in the confirmation dialog to ban the user.
Though the user may still be able to login to the web portal, they will not be able to create new tickets.

Print a ticket

Ticket print-outs contain all ticket activity as well as the time spent on the issue.
+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
+  Click 'More' then 'Print' from the options:
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| @i
& Change Ticket
Owner
Ticket Print Options G ——
@ Ban Emai
Print Motes (lohn@yopmail.com
Frint Internal Motes/Comments [ Create KB Entry
—, =4 Print
Paper Size: {'j
Letter v
«  Print Notes: Select if internal notes and comments should be included in the print
+  Paper Size: Select the size and click the 'Print' button.
A PDF of the selected ticket will be generated and shown:
Support Ticket System
Coyote 05/03/2017 2:52 pm GMT 5.30
Ticket #22
Status open Name Blondie Dagwood
Priority Normal Email sumeetdomestic@gmail.com
Department Sales Phone 917654983210
Create Date 04/20/2016 3:47 pm Source Phone (182.74.23.22)
Assigned To Coyote Help Topic Asset Issue [ Report a Problem
SLA Plan Default SLA Last Response  05/02/2017 10:08 am
Due Date 05/08/2017 10:15 am Last Message 04/20/2016 3:47 pm
Ticket Details
Asset Type Printer
Time Spent { GMT 5.30)
Start End Timelh:m:s) Staff Billable Manual
2016-04-22 01:37:38  2016-04-22 01:38:42 ©  00:01:04  Coyote ¥
-04- 29-14 00:10:-45 Coyote v
v L
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«  Save the file for your future reference and/or print the ticket from the pdf file.
Edit a ticket
Basic ticket details can be updated at anytime from the 'Ticket Details' interface.

+  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type ('Open', 'Unassigned', 'Overdue’, etc)

+  Click the number of the ticket you want to open

+  Click the 'Edit' button

System very slow #788
m ys Y Remote Control Schedule - Add @ Claira [ Edit 18 Delete m
Reporter: Bumpsted Dagwood

Ticket Information

Status: Paused User: @Bumpsted Dagwood (14) ~
Priority: Normal Email: mmoxford@yahoo.com
Department: Maintenance Organization: Dithers Construction Company
Create Date: Thu, Apr 5 2018 11:31 am Phone: 913214569870

Device Name: JESKTOP-D10LOH4 Source: Other (18.195.253.21)
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Update Ticket #788

User Information: Currently selected user

User: Bumpsted Dagwood

<mmoxford@yahoo.com=

Ticket Information: Due date overrides SLA's grace period.

Ticket Source: * Other il
Category: — Select Category — (&
Department: Maintenance 7
SLA Plan: Default SLA (48 hrs - Active) o
Time Spent: 0 hrs 30 min

Due Date: 04/12/21 11|>| o8 |:|

Ticket Details: Please Describe Your Issue

L]

Issue Summary: * Systemn very slow

Priority Level: * Mormal 2
Asset Type: Other =
Ticket Type: — Select —
Ticket Type Sub

Category:

Internal Note: Reason for editing the ticket (required)

User Information

Details about the user who submitted the ticket, or on whose behalf the ticket was submitted. This user is also known
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as the 'Owner' of the ticket. You change the ticket owner from this area.

Click the 'Change' button to specify a different owner.
Enter the user name or email of an existing user in the search field. Select from the suggestions that

appear.

OR
Click 'Add New User' to create a new user. Complete the new user form. New users are added as guests.

Change user for ticket #788

@ Search existing users or add a new user.

Search by email, phone or name

Bumpsted Dagwood Add New User

mmeoxford@yahoo.com

Dithers Construction Company

Contact Information
Phone Mumber: 913214569870

Internal Motes:

Ticket Information
Ticket information is fetched automatically from the system. You can change these details as required.

380
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Ticket Information: Due date overrides SLA's grace period.

Ticket Source: * Other G
Category: — Select Category — %
Department: Maintenance 5
SLA Plan: Default SLA (48 hrs - Active) i
Time Spent: 0 hrs 30 min

Due Date: 04/12/21 11 |> 08 |:|

«  Ticket Source: The channel through which the ticket was created. Change the source if required.
- Category: The help topic under which this ticket falls. You can change the ticket category if required.

- Department: The department to which the ticket is currently assigned. You need to change the department
if the ticket is assigned to a staff member in a different department.

- SLAPIan: The service level plan associated with the ticket. This depends on the category to which the
ticket belongs. You can also manually change the SLA plan if required.

+  Time Spent: The cumulative time spent by all staff on the ticket. This includes time measured by the
counter and time that was manually entered.

+  Due Date: The date and time by which the ticket should be closed. Due dates may be auto-generated by
the ticket category, department or SLA plan. You can change the due date as required, overriding the
existing date.

Ticket Details
+ Issue Summary: The description that was entered when the ticket was created. Change this if required.

+  Priority Level: Ticket criticality. This is pre-selected, depending on the chosen ticket category. Change the
priority if you want.

«  Asset Type: The type of item that the ticket concerns. For example, 'Workstation', 'Server', 'Printer’,
'Mobile'. Change the asset type using the drop-down if required.

«  Type: The kind of the request. The possible values are 'Alert', '‘Order' and 'Problem’. Change the type using
the drop-down, if required.

+  Sub Type: Specific issue type as chosen by the person who created the ticket. For example, 'Overheating'
may be a sub-category of 'Problem'. Change the sub-category, if required.

Internal Note
+  Enter areason for updating ticket details.
+  Click the 'Save' button to update the ticket
Pause and resume a Ticket

Tickets can be paused and resumed by staff. Paused tickets can only be resumed by the same staff member or by
an administrator.
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+  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)

+  Click the number of the ticket you want to open

«  Click the 'Ticket Actions' stripe to open the 'Ticket Options' pane, if not already opened.
The time spent counter shows the time spent during the current support session.

«  Click the 'Pause' or 'Resume' button depending on the ticket status.

Attachments: Attachments:

Browse... | No file selected. Browse... | No file selected.

Time Spent: 00:31 4@ Time Spent: 00:32:1 @

Service Type: * — Select — «| [gillable Service Type: * _ Select — «| [gillable

Signature: ® None Signature: ® None

00:32:11 M

The respective internal note screen will be displayed.

Pause Ticket #767 Resume Ticket #767
Are you sure you want to PAUSE this ticket? Avre you sure you want to RESUME this ticket?
Reasons for status change (internal note). Optional but highly recommended. Reasons for status change (internal note). Optional but highly recommended.
+  Click the Pause button after entering the «  Click the Resume button after entering the
reason. reason.

Close / reopen tickets
You can close tickets if all tasks are complete. All billable time will be assigned to the customer. If required, staff
members can reopen closed tickets.
+ Only tickets with 'Open'’ status can be closed. 'Paused' tickets cannot be closed. If required, you can
resume the ticket and close it. See Pause and resume a ticket if you need help with this.
- Staff members can only close tickets that are assigned to them
+  Admins can close tickets assigned to any staff member
+  You can also add a resolution status when you close a ticket.
You can close a ticket in two ways:
1. Manually - Click the 'Close" button at the top of the interface. See the explanation given below.
2. Close a ticket after sending a reply. See Post a reply for more details.

Manually close a ticket

«  Open the 'Ticket Details' screen of the ticket, if it is not already opened
«  Open the 'Staff' panel (see last link on the left)

Click 'Tickets' then a ticket type ('Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to open
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«  Click the 'Close' button
Reporter: Bumpsted Dagwood

Ticket Information

[ Edit ‘ % Close ' ® Delete

Status: Open User: @Bumpsted Dagwood (14)~

Priority: Normal Email: mmoxford@yahoo.com

Department: Maintenance Organization: Dithers Construction Company
Close Ticket #788

Are you sure you want to CLOSE this ticket?
Reasons for status change (internal note). Optional but highly recommended.

«  Enter the reason and click 'Close'
Re-open a closed ticket
+  Click 'Staff Panel' > Tickets' > 'Closed'
+  Click the ticket number to open the ticket details interface.
+  Click 'Reopen’
«  The 'Reopen Ticket' dialog appears:
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Email:

Organization: Dithers Construction Company

Reopen Ticket #767

Are you sure you want to REOPEN this ticket?
Reasons for status change (internal note). Optional but highly recommended.

«  Enter a reason for reopening then click the 'Reopen' button.
Staff members can now resume work on the ticket.
Remove a Ticket
You can delete a ticket as follows:
+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the ticket you want to remove
+  Click the 'Delete' button from the ticket details interface
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System very slow #788

= remoteconrol Jf sohedu S
Reporter: Bumpsted Dagwood

Ticket Information

Status: Open User: @Bumpsted Dagwood (14) ~
Priority: Normal Email: mmoxford@yahoo.com
Department: Maintenance Organization: Dithers Construction Company

' Please Confirm

| Are you sure you want to DELETE this ticket?
| Deleted tickets CANNOT be recovered, including any associated attachments.

Please confirm to continue.

«  Click 'Yes'in the confirmation screen.

Please note when a ticket is deleted, it cannot be recovered.

3.4 Manage Knowledgebase
Click 'Staff Panel' > 'Knowledgebase'

«  The knowledgebase feature allows staff to create documents which contain solutions to commonly faced
problems. These can be used to form a body of reference for users and fellow staff members alike.

«  There are two types of FAQ - 'Public' and 'Internal’. While public FAQs are intended for customers/end-
users, internal FAQs are intended for staff members and administrators. FAQs are grouped under different
categories for easy reference.

+  Canned responses are stock replies to common questions which can be quickly inserted into ticket
responses by staff.

«  The knowledgebase and canned responses can be enabled or disabled by admins at 'Admin Panel' >
'Settings' > 'Knowledgebase'.

View, manage and add knowledgebase items:
+  Open the staff panel (see the last link on the left)
+  Click 'Knowledgebase'
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DASHEOARD s
Frequently Asked Questions
USERS |
TICKETS Al Categories w
B KNOWLEDGERASE . m
Fis All Categories e
Categories
e Al Organiz ations b
Canned Reaponaes
All Azaets ~
MY TIME SHEETS o
Click on a category to add new FAQs or manage its existing FAQs.
CALEMDARS
B Services () - Internal
PROJECTS
ADMIN PAMEL

The following sections explain more about:

FAQs
Categories
Canned Responses

3.4.1 FAQs

«  Click 'Staff Panel' > 'Knowledgebase' > 'FAQs' to open the FAQ section.

Staff can post solutions to common issues in the FAQ section of the web-portal. These documents help end-users to
find answers without raising a support ticket, allowing staff to prioritize more important issues.

«  FAQs are grouped into different categories. New FAQs must be added to an existing category.

«  New categories can be created in the 'Categories' section ('Staff Panel' > 'Knowledgebase' > 'Categories').
See 'Manage FAQ Categories' for more details.

+  Toedit an FAQ, click 'Staff Panel' > 'Knowledgebase' > 'FAQs' > Open an FAQ category > Open a specific
FAQ > Click 'Edit FAQ'
«  You can edit an FAQ's content, change the FAQ's title and change the category to which it belongs.
«  You can add links to relevant ticket categories.

+ You can choose to keep FAQs internal (so they can be viewed by only by staff members) or make them
public (so they can be viewed by users in the web portal under the 'Knowledgebase' tab).

+  You can add tickets to FAQs. The questions and responses in the ticket thread will be shown in the FAQ.

+  You can publish, unpublish or delete an FAQ by using the 'Options' drop-down at the bottom of the view
ticket interface.

«  Toopen the FAQ screen, click 'Staff Panel' > 'Knowledgebase' > 'FAQs'
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Frequently Asked Questions

| All Categories v

All Categories v
All Customners ¥
All Assets ¥

Click on a category to add new FAQs or manage its existing FAQs.

B Asset Issue (0) - Internal
Bs Services (1) - Internal

Be Request Accessories (1) - Public

Filter Options
The upper part of the FAQ screen allows you to filter and search for FAQs:
+  Filters let you search for specific FAQs and/or narrow results by category, customer or asset.
«  Clear any filters and click 'Search' again to view the full list. Alternatively, click the 'FAQs' link on the left.

The lower part of the screen displays all existing FAQ categories. The numbers in parentheses indicate how many
FAQs are in the category. Please see the following links for more details:

« ViewaFAQ
- Add a FAQ to a category
- EditaFAQ

+  Publish / Unpublish a FAQ
- Remove FAQ
View an FAQ
+  Click 'Staff Panel' > 'Knowledgebase' > 'FAQs'
+  Click a category
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Click on a category to add new FAQs or manage its existing FAQs.

B Asset Issue (0) - Internal

[ — Sera!'ces () - Internal

Rdquest Accessories (1) - Public

= Service Desk » Knowledgebase » FAQs

Frequently Asked Questions

Category Name : Services - Internal
Category Description : System is slow

Last updated 09/17/2018 4:35 pm

@ Add New FAQ B Edit Category @' Delete Category

B Please fix VPN Connection problem - Internal

B Power Connection Problem - Internal

B second Monitor [Suspicious Files Folder for John] MONITORING Triggered on TECHMOMNSTER of ( frontfork )

- Internal

All FAQs in the category are shown.
+  Click an FAQ to see it in full and to view further options
«  Hover your mouse over an FAQ to view a summary of the ticket:
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@ Add New FAQ B Edit Category '@' Delete Category

) Please fix VPN Connection problem - Internal

[ Power Connectic  Question : Power Connection Problem

[ second Monitor [[ Attachment : if { frontfork )

- Internal Question:
Device does not power on

Answer:
Hi Dyanorat481,

Your ticket #1108 created on Thu, Feb 21 2019 10:56am is in Support
department. We will give troubleshooting instructions over phone first

Answer:
We will come there

Last updated : Mon, Feb 25 2019 11:11am

View | Attachments (0) | Edit

+  Click the 'View' link to view the full FAQ page
+  Click the 'Attachments' link to view supporting documents and images added to the FAQ

- Click the 'Edit' link to modify FAQ content, change FAQ category, add attachments and specify related ticket
categories.

Add an FAQ to a category
+  Click the name of the category to which you want add a FAQ.

All FAQs in the category will be displayed. You can edit or delete category from this screen also. See 'Manage
Categories' for more details.

+  Click 'Add New FAQ'
The 'Add New FAQ' screen will be displayed.
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Add New FAQ

Question

Category Listing: FAQ category the guestion belongs to.
Check cat (Public) v

Listing Type: Fublic (publish) @ Internal (private)

Answer

< 1 A B I u a (4] - = E | FE W kB &S Fo—

Attachments (optional) Select files to upload.

| Choose File Mo file chosen
Categories: Check all categories related to this FAQ.

= ACCRSS I55ue [ Report a Problem
Access to sharepaint

= Feedback
General Inguiry

2 Report a Problem

Internal Notes:

= 3 3

FAQ Information
Question: Enter the question label. For example, 'How do | change my account password?".
- Category Listing: Select the category under which the FAQ should be listed.

« Listing Type: Select whether you want to make the FAQ to be visible to end-users or only to staff
members. If you choose 'Public', then the users can view the FAQ in the web portal.
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Answer
+  Enter the solution for the question in the text field.
Attachments

+  Click 'Choose File' to add attachments to the FAQ. Attachments you add here will be available for download
from the FAQ.

Categories

+  Select help topics that should be listed as 'related' in the FAQ. This will also help users to locate the FAQ if
they search by ticket category in the web portal.

Internal Notes
+  Add notes for the FAQ that are for internal purpose only.
Click the 'Add FAQ' button at the bottom.

The 'FAQ successfully added' screen will be displayed.

£ Comodo One » Service Desk

Fa0 added successfully

Frequently Asked Questions

e cat o

Listing Type : [Pubdic)
Question : My computer is taking too much time to proceas a request (Publishad)

Answer | The reasons could be

1. ¥ou may have opened Loo many applications
2. The current RAKM may not able to supgort multiple applications for its size

Try the following;
1. Restart the computer

2. Check if virus is affecting the performance. Install 2 good antivirus software and run to remove any vinss.
If the above do not work, pleasze raise a ticket

Attachments :

Categories :

Last updated - 12,20/2017 4:27 pm

Dptions

Select Action v

From the screen you can also edit, publish, unpublish or delete the FAQ using the 'Options' drop-down.
Edit an FAQ

FAQs can be edited to update answers, change ticket categories, add/remove internal notes and more. This is useful
to add answers for FAQs that are generated from tickets.

«  Click 'Knowledgebase' on the left then 'FAQs'
+  Click the category in which the 'FAQ' that you want to edit is placed.
The list of FAQs in the category will be displayed.
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= Comodo One » Service Desk » Knowledgebase » FAQs

Frequently Asked Questions

Category Mame : Check cat - Public
Category Description : Check

Last updated 12/08/2077 2:41 pm

(3) Add New FAQ  [#) Edit Category i Delete Category

@un—:n is taking too much time 1o process a request. - Published

B what is my new fag - Published

+  Click the 'FAQ' that you want to edit.
The 'FAQ' details screen will be displayed.

Comodo One » Service Desk

Frequently Asked Questions

Listing Type : (Public)
Question : My computer is taking too much time to process a request. (Published)

answer : The reasons could be:

1. You may have opened too many applications
2. The current RAM may not able to support multiple applications for its size

Try the following;

1. Restart the computer

2. Check if virus Is affecting the performance. install 2 good antivirus software and run to remove any virus
If the abova do not work, please raise a ticket

Attachments :
Categories : Report a Problem / Access |ssue, Access to sharepoint, Feedback, General Inguiry, Report a Problam

Last updated : 12/20/2017 4:27 pm

Options:

Select Action r
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«  Click the 'Edit FAQ' button at the top
«  Alternatively, place the mouse cursor on the 'FAQ' name and click the 'Edit' link from the tool-tip.

G} Add New FAQ E Edit Category '@' Delete Category

[2 My computeris . Question : My computer is taking too much time to process a ]

request.
B what is my new f

Attachment : The reasons could be:

1. ¥ou may have opened too many applications
2. The current RAM may not able to support multiple applications
for its size

Try the following;

1. Restart the computer

2. Check if virus is affecting the performance. Install a2 good
antivirus software and run to remove any virus.

If the above do not work, please raise a ticket.

Last updated : Wed, Dec 20 2017 4:27pm

View | Attachments ( III‘.-

The 'Update FAQ' screen will be displayed.
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= Comodo One » Service Desk

FAQ
Update FAQ: My computer is taking too much time to process a request.

Question

My computer is taking too much time to process a request

Category Listing: FAQ category the guestion belongs to.
Check cat (Public) r

Listing Type: & @ Public (publish) C internal (private)

Answer

<> ¥ m B I U A @A §F = = = /= Lk N BH @ = =

The reasons could be:
1. ¥ou may have opened 100 many applications
2. The cumrent RAM may not able to support multiple applications for its size

Try the following;

1. Restart the computer

2. Check if virus is affecting the performance. Install a good antivirus software and run to remove any virus.
If the ahove do not work. nlease raise a tickset i

Attachments (optional) Select files to uplead.

Choose File | Mo file chosen

Categories: Check all categories related to this FAQ.

#| Access Issue / Report a Problem
¥ pAccess to sharepoint

¥ Feadhack

# General Inguiry

#l Report a Problem

Internal Notes:

0 £ D
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The form is similar to 'Add New FAQ' form. For descriptions of parameters to be entered in the form, see the
explanation of adding a new FAQ.

- Edit the 'FAQ' and when done, click the 'Save Changes' button.
Publish / Unpublish an FAQ

'Internal' FAQs can only be viewed by staff members. 'Public' (aka 'Published’) FAQs will be available in the web
portal for end-users to view.

«  Click the name of the category from the ;FAQ" interface
The list of FAQs in the category will be displayed.

+  Click the FAQ that you want to publish/unpublish
The 'FAQ' details screen will be displayed.

«  To unpublish a published FAQ and make it internal, select 'Unpublish' from the Options drop-down

+  To publish an internal FAQ and allow it to be viewed by end-users, select 'Publish' from the
Options drop-down

+  Click 'Go' below the 'Options' drop-down.

Last updated : 05/04/2017 2:14 pm

Options:

Select Action ﬁk v

Select Action
Publish FAQ
Delete FAQ

Alternatively, open the 'Update FAQ' for the question by clicking 'Edit FAQ' button at the top and change the
'published' status of the FAQ. See the explanation of editing a FAQ for more details.

FAQ

Update FAQ: My computer is taking too much time to process a request.

Question

My computer is taking too much time to process a request.

Category Listing: FAQ category the question belongs to.

Computer going sluggish (Public) v

Listing Type: Public (publish) @ Internal (private)

Answer

<> 1 Aa B I

=
[ =]
B
(%]
n
1
il
.

i

] [ HEH o =
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Remove an FAQ
FAQs that are no longer needed can be removed from Service Desk.
«  Click the name of the category from the FAQ interface
The list of FAQs in the category will be displayed.
«  Click the FAQ that you want to delete
The 'FAQ details' screen will be displayed.
+  Select 'Delete FAQ' from the 'Options' drop-down and click the 'Go' button.

Options:
Select Action ¥
I,
Select Action "
Publish FAQ
Delete FAQ

The 'FAQ' will be deleted from the category.

3.4.2 Manage FAQ Categories

Click 'Staff Panel' > 'Knowledgebase' > 'Categories'

+  Frequently Asked Questions (FAQs) can be added to categories of your choice. New FAQs must be added
to an existing category.

«  Categories can be made 'Public' or 'Internal'. Individual FAQs can also be made 'Public' or 'Internal’.

+  'Public' category + 'Internal' FAQ = FAQ is internal.
«  'Public' category + 'Public' FAQ = FAQ is published to end-users.
+ 'Internal’ category + 'Internal' FAQ = FAQ is internal.
+ 'Internal’ category + 'Public' FAQ = FAQ is internal.
«  Select the checkbox next to a category and click 'Make Public' to publish it.

+  Select the checkbox next to a category and click 'Make Internal' to make it category private.

==

FAQ Categories

- - i
(2) A New Gategary show 10 records * Search..
HAME & TYPE 8 FADS & LAST UPDATED &
Cormgruiler going sheggish Publie 1 D5/04,/2017 1257 pm
Requests for Quotes Publle 1 04262016 5:52 pm

Public

DLBV20TE 422 pm

Primter lssues Public

05/30,20716 424 pm

« Prey 1 Hext»
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Column Headers
«  Name: The name of the category. Click a name to open its update screen.
«  Type: Indicates whether the category is published or internal.

«  FAQs: Displays the total number of FAQs available under the category. Click a number to open the
respective 'FAQ Category' screen. See 'FAQs' for more details.

+  Last Updated: The date and time at which the category details was edited and updated.
From the interface, a staff member can:

« Add a new category

« Edit a category

+ Delete a category

«  Mark a category as public or private
Add a new category

+  Click the 'Add New Category' link at the top

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 397



cCOMODO

Creating Trust Online®

e =

show 25record ¥ Sear
TYFE = FAQS LAST UPDATEL

Irfarme

FAQ Category

Add New Category

Category information
Category Type : O Public (publish) ® Private (internal)
Visible for role : O All ® Only Selected

Role

Visible for Customer : © All @ Only Selected

Customer

Categery Descripiion; Summary of the category.

<» ¥ am B I U A A & =B B W E (w X HE o F -

Internal Notes

«  Category Type: Select whether the FAQ category should be marked as 'Public' or 'Private’. By
default it will be 'Private'.

+  Visible for Role: Specify which staff roles can view the FAQs in the category. Select 'All" to let all
staff view them. Choose 'Only Selected' to restrict visibility to certain staff roles.

- Visible for Customer: Specify which customer's users are allowed to view the FAQs in this
category. Select 'All' to allow any customer's users to view them. Choose 'Only Selected' to restrict

The 'Add New Category' dialog appears.
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visibility to users of certain companies.

«  Category Name: Enter a short, descriptive name for the FAQ category.

«  Category Description: Enter a brief description for the category.

+ Internal Notes: Add notes that can be viewed by staff and admins.
«  Click the 'Reset' button to clear the fields.
+  Click the 'Add' button to save the category.

Edit a category
«  Open 'Staff Panel' > 'Knowledgebase' > 'Categories'
+  Click on a category name to edit the category
OR

+  Open 'Staff Panel' > 'Knowledgebase' > 'FAQs'
«  Click on a category name then click 'Edit Category'

Click on a category to add new FAQs or manage its existing FAQs.
B Asset Issue (0) - Internal

Be Services (3) - Internal

@uest %cessorées {1}@

Frequently Asked Questions

Category Name : Request Accessories - Public
Category Description : For users requesting accessories

Last updated 02/25/2019 10:50 am

E Edit Category @ Delete Category

2 Weed a mousepad - Internal

(¥) Add New FAQ

The 'Update Category' screen appears. The form is similar to 'Add New Category' form. See the explanation of
adding a new category for descriptions of the settings on this page.
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Update Category: Request Accessories

Category information

Category Type : @ Public (publish) © Private (internal)

Visible for role : @ All © Only Selected

Visible for Customer : @ All © Only Selected

Category Name: Short descriptive name.
Request Accessories

Category Description: Summary of the category.

<*» 4 a2 B I L A O F = =2 = = [um M BH o

For users requesting accessories

Internal Notes

- Bl

+  Edit the category as required and click the 'Save Changes' button.
Delete a category
«  Select the category and click 'Delete" at the top.
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FAQ Categories

" " - " - A
(%) noawew caregory  [22) make Pubtic  [Z2) sake Internal Show 10 records * Search...

NAME = TYPE ¢ FAQS & LAST UPDATED 2

ComputgPfioing sluggish Public Q5042017 1257 pi

+| 04/26/2016 552 pm
nkemat Connection Public ] 05/30/2016 4:22 pm
Erinter |ssues interna 1 05/ 302016 424 pm

Prav ol

+  Alternatively, open 'Knowlegdebase' > 'FAQs' page, click the FAQ category to be deleted and click 'Delete
Category' from the FAQ list page.

Click on a category to add new FAQs or manage Its exlsting FAQS.

Category Name : Reguests for Duates - Public

Category Description : FAds related to generating price quotes for products, services and softwara

Last updated 0472672016 5:52 pm

() asdmewran [ Edit Caregary w

B Quote for 500 sheets of print paper - Publlishad

«  Click 'Yes, Do it!" in the confirmation screen.

Please Confirm

Are you sure you want to DELETE selected categories?
Deleted entries CANNOT be recovered, including any associated FAQs

Yes, Do it
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Note: Removing a category will also delete the FAQs under it.

Mark a category as public or private

+  Click 'Staff Panel' > 'Knowledgebase' > 'Categories' to open the 'Categories' interface

FAQ Categories
ol Qe "
(F) Add Mew Casegory 0] Delete Show 10 records | Search..
NAME # TYPE 3 FAQS & LAST UPDATED 3
Compuipl going sluggish Publie O5/D4/ 2017 1257 prm
equeats for Quaotes Publie 1 04 26/ 2016 5252 pm

D 32016 422 pm

Primter lasues rtarma 1 D5/30/2016 4:24 pm

& Prow 1 Miesl =

«  To publish a category, select it and click the 'Make Public' button.
«  To make a category as private, select it and click the 'Make Internal' button.
- In the confirmation screen, click the 'Yes, Do it!' button.

Please Confirm

Are you sure want to make selected categories private (internal)?

Yes, Do itl

3.4.3 Canned Responses
Click 'Staff Panel' > 'Knowledgebase' > 'Canned Responses'
«  Canned responses are saved answers to common problems that your staff can quickly paste into a ticket.

+  Admins should enable canned responses at 'Admin Panel' > 'Settings' > 'Knowledgebase' interface. See
Knowledge Base Settings and Options for help to do this.

«  You can automatically send a canned response in reply to certain tickets. You can set this behavior at
‘Admin Panel' > 'Manage' > 'Ticket Filters".

«  See Ticket Filters if you need help to send a canned response to tickets which satisfy certain criteria.
» The canned responses interface

+ Create a new canned response
«  Edit a canned response

«  Remove a canned response

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 402



Comodo One - Service Desk - Ad_miﬁist“r'é"'t"éﬂrﬁéﬂ_' e coM0DO

Creating Trust Online®

The canned responses interface

+  Open the staff panel (see the last link on the left)
«  Click '"Knowledgebase' > 'Canned Responses'

v
Service Desk = Service Desk > Knowledgebase » Canned Responses

=& DASHBOARD

Canned Responses

USERS

G) Add New Response @ Enable @ Disable @ Delete Show 25 records 5 Sea rCh =
=) TICKETS
| TITLE = STATUS = DEPARTMENT = LAST UPDATED =
&) xNOWLEDGEBASE v

FAQs O Sample (with variables) Active All Departments 04/30/2018 1:56 pm
Categories Attending soon Active Frontfork Service 02/19/2020 4:08 pm
Canned Responses

Oa Contact Manager Active All Departments 02/19/2020 4:32 pm

H MY TIME SHEETS

« Prev

=

®
CALENDARS Nexd

. Title: The name of the response.

o Click the name of a canned response to update it. See Edit a canned response if you need help with
this.

. Status: Indicates whether the response is active or disabled. Staff can only view and use 'active' responses
when answering a ticket. See Ticket Actions in Ticket Details for more details.

. Department: The Service Desk department to which the canned response is assigned. The response is
only available for use on tickets assigned to this department.

. Last Updated: Date and time the response was most recently edited.
Create a new canned response

«  Open the staff panel (see the last link on the left)

«  Click 'Knowledgebase' > 'Canned Responses'

+  Click 'Add New Response'
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= Service Desk > Knowledgebase > Canned Responses

Canned Responses

@ @ Enable @ Disable '@' Delete

(1] TmEs STATUS 3
Sample (with variables) Activ
Attending soon Activ

Contact Manager ive

N

Add New Canned Response

Canned Response Settings

Status: © @ Active O Disabled
Department :
All Departments v

Canned Response: Make the title short and clear

Title

Canned Response * (Supported Variables)

<> 9 A B I u A A § = = = /= W M0 B o = 20— T

Canned Attachments (optional)

Browse... Mo file selected.
You can upload up to 10 attachments per canned response.

Internal Notes: Notes about the canned response
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. Status:

+ Active: The canned response is available for staff to use when responding to a ticket.
+ Disabled: The canned response is not available to staff.

+  Department: Assign the response to a specific Service Desk department. The response is only available for
use on tickets assigned to this department. Choose 'All Departments' to make it available to all.

Title: Enter a brief description of the canned response. This should tell staff members about the contents of
the actual response.

«  Canned Response: Enter the reply text in the space provided. You can also insert variables into the text to
fetch relevant information from the database.

«  See Variables available for use in a message for help to view the list of variables that can be used in
a message.

- Canned Attachments: Add attachments to the response. Please take care to reference the attachment in
your response text. Click the '‘Browse' button to upload your files. You can attach a maximum of 10 files per
response.

+ Internal Note: Add remarks about the response for internal purposes.
+  Click the 'Add Response' button to save the reply text.
Variables available for use in a message

+  Variables are dynamic fields which you can add to canned responses. The values of the variables are
drawn from the ticket data and from your support portal. For example:

%{ticket.dept} - Inserts the name of the department to which the ticket is assigned.
+  Place your mouse over 'Supported Variables' to view a list of variables you can use in the response content:

Title

Your request is under processing

Canned Respofise * (Supported Variables) . .
Ticket Variables

Please note that non-base variables depend on the context of use.

Base Variables Other Variables

Sir / Madam, sfticket.id} Ticket 1D (internal 1D) %{message} Incoming message
fticket.number} Ticket number (external 1D} %{response} Outgoing response

Your request is under processing, A suppo  %{ticket.email} Email address %{comments}  Assign/transfer comments

%{ticket.name} Full name — see name expansion %{note} Internal note (expandable)
%{ticket.subject} Subject %{assignee} Assigned staff/team
s{ticket.phone} Phone number | ext %{assigner} Staff assigning the ticket
%fticket. status} Status ITarian Service Desk's base url

. L L Se{url}
%{ticket. priority} Priority (FQDN)
%{ticke‘t.asse‘t} Asset type se{reset_link) Reset link used by the password
{ticket.category} Category reset feature
%{ticket.subcategory} Subcategory Name Expansion
%{ticket.assigned} Assigned staff and/or team first First Name
%{ticket.create_date} Date created .middle Middle Name(s)
%fticket.due_date}  Due date Jast Last Name
%{ticket.close_date} Date closed full First Last
%{ticket.client_link}  Client's ticket view link legal First M. Last
%iticket.staff_link}  Staff's ticket view link .short First L.
Expandable Variables (See Wiki) formal Mr. Last

. R . .shortformal F. Last
%{t?cke‘t_toplc} Help topic lastfirst Last, First
%{ticket.dept} Department
%{ticket.staff} Assigned/closing staff
%{ticket.team} Assigned/closing team
Scheduled Reports Variables
%{report.type} Report type name

%{recipient.name}

%{report.datetime_from}
%{report.datetime_to}

Recipient name

Report filter time (TO)

Report filter time (FROM)

+ Insert the variables into the content where required. For example "Your ticket has been assigned to %
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{ticket.assigned} in the %{ticket.dept} department.'
Expandable Variables:

«  Expandable variables are variables to which you can add certain terms to fetch very specific information:

%iticket.client_link} Client's ticket view link

%fticket.staff_link} __Staff's ticket view link short

| Expandable Variables (See Wiki) S
.shori

%{ticket.topic} Help topic i :1:__.
| %fticket.dept} Department o
| %{ticket.staff} Assigned/closing staff

%{ticket.team} Assigned/closing team
ToCneguled Heports varapies

%{report.type} Report type name

The possible extended variables are given below:
Topic
%({ticket.topic.name} - The ticket category to which the ticket belongs.
%{ticket.topic.parent} - The parent category to the category to which the ticket belongs.
Department
%({ticket.dept.name} - The department to which the ticket is assigned.
%{ticket.dept.manager} - The person in-charge of the department to which the ticket is assigned.
%({ticket.dept.signature} - The signature message configured for the department.
%{ticket.dept.emailAddress} - The contact email address of the department to which the ticket is assigned.
Staff
%{ticket.staff.name} - The staff member or the admin to whom the ticket is assigned.
%{ticket.staff.dept} - The department to which the staff member belongs.
%{ticket.staff. TZoffset} - The date and time at which the ticket is assigned to the staff member.
%{ticket.staff.email} - The email address of the staff member to whom the ticket is assigned.
%{ticket.staff.signature} - The signature message of the staff member
Edit a canned response

+  Open the staff panel (see the last link on the left)

«  Click '"Knowledgebase' > 'Canned Responses'

+  Click the canned response you want to update
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G} Add New Response

[] TMEs STATUS =

| Sample (with variables) Active

Aﬂendi@ s00MN

| Contadt Manager Active

Active

N

Update Canned Response

Canned Response Settings

Status: © @ Active O Disabled

Department :

Frontfork Service ~

Canned Response: Make the title short and clear

Title

Attending soon

Canned Response * (Supported Variables)

<> 49 A B I U A A 5 = = m = & BN B ®© = = I

We have received your request, The issue will be attended soon by %{ticket_staff.name}

Thanks.
Your friendly neighborhood support team.

Edit the parameters as required

«  The 'Update Canned Response' screen is similar to the 'Add a New Canned Response' screen. See above
for descriptions of the fields

+  Click the 'Save Changes' button for your modifications to take effect.

Remove a canned response
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Canned responses that are no longer of use, can be removed from Service Desk.
+  Open the staff panel (see the last link on the left)
«  Click 'Knowledgebase' > 'Canned Responses'
+  Select the canned response you want to remove
+  Click 'Delete' at the top

= Service Desk > Knowledgebase > Canned Responses

Canned Responses

G) Add New Response @ Enable @ Disable Show 25 records 2 Se arc h “an
Il TITLE = DEPARTMENT = LAST UPDATED %
| Sample (with variables) Active All Departments 04/30/2018 1:55 pm
O Attending soon Active Frontfork Service 02/19/2020 4:08 pm

Contact Manager i All Departments 02/19/2020 4:32 pm .-

Please Confirm

Are you sure you want to DELETE selected canned responses? |

Deleted items CANNOT be recovered, including any associated attachments.

Yes, Do it!

«  Click 'Yes, Do it!" to confirm the removal

3.5 Manage Projects
Click 'Staff Panel' > 'Projects'

«+  Service desk projects allow staff to plan delivery time-lines for larger scale tasks which may involve multiple
sub-tasks.

«  Each task can be assigned a total duration, completion percentage and billable time.
+ You can also create sub-tasks and associate a task with one or more tickets.
+  Projects are displayed as a Gantt chart, allowing you to easily track overall progress.
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2 Comodo One * Servioe Opsk > Proects
Projects
@A:u Mew Project Shiow 10 recards " [ s |
PROJECT NAME ¢ DURATION (MRS = COMP = TIME SPENT EILLABLE TIME START DATE = OWD DATE =
abc 1 o 00:00:00 0o:00:00 04/12/2004 01/011970

n Computers ] 83.8 H2:07:09 b1:58:09 04/ 28/ 2074 DB 20T

) 1 O6.29:38 01:01:38 Q503 3NG 05082006

Ig=t 0 000000 00:00:00 1913/ 2006 A1 97
astup prindar 2 3 R R ] no:01:02 12203004 1220 2006
mal Korumal Desice z 17.5 0120400 00:00:00 01,0427 01042007

< Prey Hext®

Column Headers
+  Project Name - The project label.
«  Duration - The total duration of a project is the combined duration of its individual tasks.

«  Completion - The overall completion rate is calculated from the completion percentage of the project's
individual tasks

«  Time Spent - Total time spent in individual tasks, sub tasks and tickets.
Billable Time - Total billable time spent in individual tasks, sub tasks and tickets.
Start Date - Date at which the project was started, or is due to start.

- End Date - Date and which the project was completed, or is due to be completed. Completion date is
calculated from the total duration of individual tasks in the project.

From the Projects interface, staff members can:
+  Create a new project and add Tasks and Sub Tasks
+  View the project status and update it
+ Remove a project
Creating a new Project
StaI:f members can create new projects and integrate tasks to it. You should specify a duration for each task/sub-
task.

Create a new project

+  Click 'Add New Project' from the 'Projects' interface
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= Comodo One » Service Desk * Projects )

Projects

I@I Add New Project

Project Properties

Project Name: * Setup 2 new Web Server

Start Date: * 05/01/20M7

The Project Properties dialog will appear.
+  Enter a name for the project
+  Enter the project start date by clicking the calendar icon beside 'Start Date'
«+  Click 'Save'

A new project will be created and the project page will be displayed. The project title will be added as the root task to
the project. You can add sub-tasks at required hierarchy levels and associate tickets with them.
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B Camoso G * Senvice Gk

Projects

Setup a new Web Server

[+]o]e]e] ounen ] T

Our. |Com| Time | Bilahls _ Wy 207
Mafivi = N Btan End = — =TT —— ——T— —= ——T1=
sl % | Sperk | Time 1 2 3 4 5 & 7 8 8% 107012 13 1413 W T W W 2N ® A M NF N TN

14| Sotap mres Win Serwee |1 (0| (ZGE0000 900000 [ AEr 3]

« Toadd a sub-task:
+  Select the root task and click the 'Add New Task' button at the top

M Add/Edit Task

Task name: *

Predecessor -
Time Spant

Duration Hrs

Completion %

Billabla Tima: 00:00:00
CHOOSE TIME
Time Q0:00:00
Hour
Minute
i Second
L) L]

Done

The 'Add/Edit Task' dialog will appear.

+  Enter the name of the task
+  Predecessor (optional). Select a task which must be completed before the new task can begin.
«  Enter the time required (in hours) to complete the task in the 'Duration’ field
+ Ifthe task is in-progress, enter the completion percentage in the 'Completion %' field
The time spent field will be automatically populated from the entered values.
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Add/Edit Task
Task name: * Unpack and assemble server
Predecessor: -
Time Spent: 01:30:00
Duration Hrs: 2
Completion %: 75
Billable Time: 02:00:00

- Enter the quantity of chargeable hours in the 'Billable Time' field using the sliders and click 'Save'.
+  Repeat the process to add more tasks.
Toadd another main task, select the project and click 'Add New Task'. This will create a sibling task.
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oo One * Service Desk

Projects

Setup a new Web Server

| Add New Task | Add New Tickel n

Add/Edit Task
N Dur. Com| Time | Billable _-}‘Sta
ams {Hrs) % | Spert | Time TRRT
: ask narme; * Install Linux operating system

1 # 2 Setup anew Web Server 2 73 EI‘I:SU'UE1 02:00:00 01/05/

27 Unpack and assembiz 5. 2 73 D1:30‘.Dl‘.1 02:00:00 5 Predecasson Unpack and assemble server -
Tirme Spent 01:30:00

| Duration Hrs:

Ccompletion %:
Bilahle Time 03:00:00

4
m

The 'Add/Edit Task' dialog will appear.

+  Enter the name for the task

+  Enter the predecessor to continue from the previous task/subtask.

+  Enter the time duration required (in hours) to complete the task in the 'Duration’ field

+ Ifthe task is in-progress, enter the completion percentage on it in the '‘Completion %' 'field
The time spent field will be automatically populated from the entered values.

- Enter the quantity of chargeable hours in the 'Billable Time' field using the sliders and click ‘Save'.
+  Repeat the process to add more tasks.
« Toadd a sub-task to a main-task:

+  Select the parent level task
+  Click the 'Add New Task' button and repeat the process as outlined above.

The duration and completion percentage of the parent task will be updated as per the figures entered in the
corresponding fields of all sub-tasks.

- Tolink a ticket to a task
«  Select the task/sub-task to which the ticket is to be linked and click 'Add New Ticket' button
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Projects
Setup a new Web Server

addWew Task | add Wew Ticket

Add/Edit Ticket
N Dur. |Comj Time | Billable
me (Hrz) % | Spent | Time 18 1
1.4 Setup a new Web Server 62.5 |03:00:00 UE:UDﬂqul-'Di.':
2.4 Unpack ard asssmble ={2 75 |01:30:0002:00-00
Tirme Speant
3s Install Linux operazing {3 |50 071:30:00002:00:00 [
Hliatia imea
4. Test perver 3 (0 | 00:00:008005:00:00 0005
Predecessor -
Diuration Hr
Completion %:

The Add/Edit ticket dialog will appear.
Enter the ticket number or subject of the ticket in the 'Search Ticket' field and choose the ticket to

be added from the drop-down options. Please note that the time spent will be displays the actual
time spent based on the duration hrs and completion percentage entered.

«  Enter the predecessor to continue from the previous task/subtask.
The time spent and billable time will be automatically populated for the progress of the ticket so far.

+  Enter the duration for the ticket completion and the completion percentage in the respective fields.
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Add/Edit Ticket

Ticket #23

Search ticket
Time Spent: 22:58:09

Billable Time: 22:58:09

Predecessor: -

Duration Hrs: 10

Completion %: 75

«  Click 'Save'.
The ticket will be linked to the task.

= Do Die s S Usod,

Projects
Setup a new Web Server

e]+]+]e] camemn] Time e 53¢

Dw. Corey Time | Billable = End Wy 317
Wl % | Spemt | Tame | e B 4 &6 7 &% W10 %2 1314 ¥ 1017 W6 1920 2 &= 23 |2 % 7|2 25 0|31
1 Stz & e Wes Sorver 007 | 255805 2738 090 nam T i

nze arz smartle s 2 75 013000020000

oo ow R =

T s

The time spent on the task and the billable time will be fetched from the ticket details and automatically updated. You
can also add sub-tickets to a task/sub-task, which is processed concurrently with the main tickets. The duration and
completion percentage of the sub tickets will not count towards the total duration and completion percentage of the
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project.

« Todelete a task, sub-task, ticket or a sub-ticket, select the item and click 'Delete Item' at the top.
«  Click 'Save' in the project viewer interface to save your changes.

Viewing Project Status and Updating it

Administrators or staff members can view the status of individual tasks and sub-tasks, tickets and sub-tickets and
overall progress of a project from the Project Viewer interface.

To view a project
+  Open the Projects interface by clicking 'Projects' on the left from the 'Staff Panel'
+  Click a project name to open the project time-line:

_
= Comodo One » Sovioe Desk

Projects
Setup a new Web Server
N Dur. |Com| Time Bilakle & B May 2017
ams (Hes} % | Spant | Time an M 1 2 2 45 & 7 B 3 WMIZ LIS ITIE W N N 2R MM T BEN XN

1.# [ Senip s new Web Sareer 66 7 [2558:08 27 5509 01052017 +

# Inpack and assemik T5 |00 3000 0 0000 I
34 el S 50 |00:30:00 03 0000 i
44 [ Tont werie 75 (2258:00 225509 y
L o |78 [z2mE:0q 22es00 [ |

The tasks, sub-tasks, tickets and sub-tickets added to the project are displayed as a tree structure in the first column.
The left hand side pane shows the details of each item and the right hand side pane shows progress of each item as
a Gannt chart.

Column
Header

Project Viewer - Column Descriptions

Parent level Task

Child Task

Tickets/Sub Tickets

Duration The total duration of a parent Duration of the individual task, | Duration of the ticket
level task is the combined as entered while adding/editing
duration of its child tasks and it or the combined duration of
tickets. the tickets linked to it.
Note: Sub tickets are excluded
for calculation of duration.
Completion | The total completion status of a | The completion percentage of | Completion percentage of

parent level task is calculated
from the completion
percentages of child tasks and
tickets.

individual task or the combined
completion percentages of
tickets linked to it.

Note: Sub tickets are excluded
for calculation of completion

individual ticket
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Time Spent | Total time spent in child tasks | Time spent on individual task or | Time spent on individual ticket
and tickets. the combined time spent on

tickets linked to it, excluding the
sub-tickets.

Note: Sub tickets are excluded
for calculation of time spent.

Billable Time | Total billable time spent in child | Billable time spent on individual |Billable time spent on individual
tasks and tickets. task or the combined billable ticket

time spent, from tickets linked to
it, excluding the sub-tickets.
Note: Sub tickets are excluded
for calculation of billable time
spent.

Start Date at which the task was Date at which the task was Date at which the ticket was
started, or is due to start. started, or is due to start. started.

End Date and which the task was Date at which the individual task | Date at which the individual
completed, or is due to be was completed, or is due to be |ticket was completed, or is due
completed. Completion date is | completed. Completion date is | to be completed.
calculated from the total calculated from the duration of
duration of child tasks. the individual task or the total

duration of tickets linked to it.

+ Toadd a new item, click the respective button from the top right and enter the details of the item in the
'Add/Edit Task' or 'Add/Edit Ticket' dialog. For more details, see the explanation above.

To edit/update a task

«  Click the pencil icon at the left of the item or double click on the respective bar in the Gannt chart.

The Add/Edit Task dialog will appear for the respective task.

Parent Level Task

Child Level or Terminal Task

Add/Edit Task

Task nama: *

Fredecessor

Time Spent

Duration Hrs:

Complation %!

Billable Time:

Setup a new Web Server

Add/Edit Task

Task name: *
- Predecessor
Time Spent; 07-30:0¢
Duration Hrs: 3
Completion % 50

Billable Time- 03:00:00

Install Linux operating system

Unpack and assemble server A

«  Task Name - Displays the name of the task.
You can change the name of the task by

directly editing the field.

The Time Spent', 'Duration Hrs', 'Completion % ' and
'‘Billable Time' are automatically populated from the sums

Task Name - Displays the name of the task.

You can change the name of the task by
directly editing the field.

Predecessor -
task from which the present task has to be

Displays the previous task/sub-
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of the respective values in the child tasks. continued.
+  Click 'Save' for your changes to take effect «  Time Spent - Displays the actual time spent
based on the duration hrs and completion
percentage entered.

+  Duration - Allows you to update the time
duration required (in hours) to complete the
task

«  Completion % - Allows you to update the
completion percentage

The time spent field will be automatically populated from
the entered values.

- Billable Time - Allows you update the billable
time spent on the task

«  Click "Save' for your changes to take effect

The duration and completion percentage will
automatically be updated for the parent task to which the
child task is linked.

«  Click 'Save'in the 'Projects' interface
To update a ticket or a sub-ticket

+  Click the pencil icon at the left of the item or double click on the respective bar in the Gannt chart.
The 'Add/Edit Ticket' dialog will appear for the respective task.

«  To change the ticket item linked to the task, enter the new ticket number/subject of the ticket in the
Search Ticket field.

«  To change the Duration, directly enter the new duration in the Duration field
«  To change the completion percentage, enter the new completion level in the Completion % field
The 'Time Spent' and 'Billable Time' are fetched from the ticket and are uneditable.

+  Click 'Save' for your changes to take effect.

The duration and completion percentage will automatically be updated for the task to which the ticket is linked.

+  Click 'Save'in the 'Projects' interface
Removing a Project

Projects that are completed or no longer required, can be removed from Service Desk.
To remove project(s)

«  Open 'Projects' interface by clicking the 'Projects' tab from the 'Staff Panel'
«  Select the project(s) to be removed and click 'Delete’

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 418



COMODO

Creating Trust Online®

= Comedo Ong » Service Desk > Prejects

Projects

PRODECT MAME & DURATION (HRS) & COMP & TIME SPENT BILLABLE TIME START DATE & EMD DATE @
o 1 a D0:00:00 00:00:00 oanLame 0L ASR

050 2N G

Setif o prinder af cistomar e 58 10 0g:49:38 IR 05032076 050820 6
1 ] 00:00:00 00:00:00 091373016 01970

00:04:38 00:01:02 122042014 12/200 201 &

Setup External Korumail Devios 2 17.5 07:06:00 00:00:00 010207 [

18 &b 7 33:28:04 235809 asa2my bssoEEm ?

& Pres 1 Mexie

A confirmation dialog will appear.

Please Confirm

Are you sure you want to DELETE selected projects?

Yes, Do it

«  Click 'Yes, Do it!" to remove the project

3.6 Manage Staff Time Sheets

Service Desk allows staff members to maintain time sheets so that administrators may evaluate their performance
and track their working hours.

+  Staff can create time sheets for different time periods and can import tasks from tickets they have worked
on.

«  Completed time sheets can be submitted to administrators for approval.

+ Inturn, administrators can approve, reject or edit the time sheet. Rejected time sheets can be updated by
staff and re-submitted for approval.

To open the time sheets interface, click 'My Time Sheets' on the left in the Staff Panel.

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 419



Creating Trust Online®

Comodo One - Service Desk -___Ag_miﬁist'f'é'ft_j__r_fé_é}c—i'é coMOoDO

/
____’_/'- ‘“i"

=]
Service Desk B Comodo Ore » Serdcs Dk » My Time Sheels » Hol Submitted

- Time Sheets

TICKETS

WNOTNLLDGLEASL

]

FERIDD 2 HOURE 3 ETATUS 3

rot Submitted

AT FAMEL

The links under 'My Time Sheet' allow you to filter which time sheets are shown:

+  Not Submitted - Displays time sheets that are yet to be submitted for administrator approval. These sheets
can be updated/edited at anytime and submitted.

- Rejected - Displays time sheets that were submitted but rejected by the administrator. Clicking on a time
sheet allows you to view administrator notes, edit the sheet and re-submit for approval.

«  Awaiting Approval - Displays time sheets that were submitted but have yet to receive a response from an
administrator. You can only view the sheet but not edit the details

«  Approved - Displays time sheets that have been approved by an administrator. Clicking on a time sheet
allows you to view notes from the administrator and the details in the sheet. You cannot edit or delete the
sheets.

«  New Time Sheet - Allows you to create a new sheet. See Adding a New Time Sheet for details.
Column Headers
The column headers are the same for all views:

- Period - Displays the date range of the time period covered by the time sheet. Clicking a date range opens
the sheet and allows you to view the entries and update/edit the tasks/time spent. See Updating a Time
Sheet for more details.

+  Hours - Total hours spent by you on tickets and other tasks within the time-sheet period.

- Status - Indicates the status of the sheet, whether it is yet to be submitted for approval, awaiting for
approval, rejected or approved.

Sorting Options
+  Click a column header to sort items in ascending/descending order.
Search Options:
You can search for time sheets that fall within a specified date range under the chosen category.

+  To search for time sheets enter the 'From' date and 'To' date using the calendar icons beside the respective
fields and click 'Search',

+  To clear the results and display all items, clear the 'From' and "To' fields and click the ‘Search' button again
or simply click the respective category link.

The 'Show records' drop-down on the right allows you to select the number of entries to be displayed per page. The
options range from 10 records per page up to 100. You can navigate to different pages by clicking ‘Next' and 'Prev'.

The following sections explain more about:
- Adding a Time Sheet
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+ Updating a Time Sheet
+  Submitting a Time Sheet for approval
«  Deleting a Time Sheet

Adding a Time Sheet

A staff member can add new time sheet by specifying the time period to be covered. Once created, staff can add
tasks they have attended to and the time spent on them. The sheet can then be submitted to an administrator for
approval.

To add a new time sheet
+  Click 'New Time Sheet' link from the 'My Time Sheets' section

Service Desk Comedo One * Service Desk + My Time Sheets @ Mew Time Sheet

View Time Sheet
-, usERs ¥
Bl - S = R
5 KNOWLEDGERASE >
Set Time Sheet's Period

Pusiod ™
Wieekly
Template

Celect Ternplate -

+  Select the period from the 'Period' drop-down. The available options are:

«  Weekly - Allows you to select current week or any previous/forth coming week starting from
Sunday to Saturday, by clicking the calendar icon beside it.
+  First Half of Month - Allows you to include the first fortnight of the current month or any month.

«  Second Half of Month - Allows you to include the second fortnight of the current month or any
month.

« Monthly - Allows you to include a full month from 1% to 30"/31% of the current month or any month.
+  Click 'Done'" after selecting your preferred period.

+  Select the time sheet template, if required, from the 'Template' drop-down. The templates that are available
here are configured in the Admin panel under 'Staff' > 'Timesheet Templates'

+  Click 'Continue' after selecting the template (if required) and date range to be covered by the sheet.
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= Comodo One » Servios Desk > My Time Sheets >New Time Shest

View Time Sheet

n Update Ticket’s Data Time Zone+0530

SUN MON TUE WED THU FRI SAT
o b D20 o051 0502 05/03 05:/04 05/058 0506

Misc Add Mew Line

Total

Anew sheet will be added for the date range with a status of 'Not Submitted'. You can update activities on the sheet
and click 'Save'. See Updating Time Sheet for more details.

Updating a Time Sheet
Staff can add tasks and time spent to a time-sheet in two ways:
+  Import details from tickets they have worked on
«  Manually add tasks and time spent
To update a time sheet
+  Open the 'Time Sheets' interface by clicking 'My Time Sheets' from the Staff Panel
+  Click the time sheet category to be updated

Note: Only the time sheets under the 'Not Submitted' and 'Rejected’ categories can be edited.
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= Comodo Ong » Service Desk > My Time Sheats » Not Submittad

Time Sheets
ﬁ o -

Show 10 recards v

PERIOD & HOURS 2 STATUS &
2 6024017 - 20N6-02-2% Mot Submitted
@ 05:00000 Mot Submitted

& Pray 1 Mexte

View Time Sheet

“ Update Ticket's Data Time Zonec+H] 530

AcTa S owss  oser  ose o803 osoa  osies  osios
Misc Add Hew Line

B Serverupdate 05:00000 05:00:00
Total 05:00000 05:00:00

The edit time-sheet screen will open. This displays each activity on a separate row along with the total time spent on
an activity and the time spent per day on an activity. The screen displays the first week within the period by default.
To view details about other weeks, use the 'Previous Week' and 'Next Week' buttons at the top.

«  Toimport the tickets you worked on and time spent, within the time period, click he 'Update Ticket's Data'
button.

T

MON TUE WED THU FRI SAT
05/01 05/02 0503 a5/04 05/05 05/06

Misc Add Naw Ling
& sewe Please Confirm

Tatal
Are you sure you want to RELDAD the time sheet with tickets?

+  Click 'Yes, Do it!" in the confirmation dialog
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The sheet will be automatically updated with all tickets and time spent covered by the time sheet period. You can
repeat this process during the time period to update the sheet with the latest details.

View Time Sheet

Updata Tickat's Data m Time Zone+0530

semry me MMM om0 mo@m,
= Tickst 222 01:33:38 338
Misc Add Mew Ling
B Severupdste 05:00:00 000
000 338

lota 063338

«  Click Save for your changes to take effect
«  Tomanually add an activity, click '‘Add New Line'

Time Sheet Entry

Ack

Sun a3

Man 05707

B Serverupdate 050000 Tws 05/02

Tatal 063338

Wed 0503
Thu D5/D4

Fri Q3705
Sat 0506

The 'Time Sheet Entry' dialog will appear.

«  Enter the name of the Activity in the Activity field
Enter the time spent on the activity on a day, by clicking inside the field below the day and
selecting the hours, minutes and seconds from respective sliders.

424
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Activity:*
Windows 05 update

Sun 0430

Maon 05/01

07:00:00

Tue 05702
0500:00
CHOOSE TIME
Time 05:00:00

Hour
Minute

Second

C>

+  Click 'Done'.
+  Repeat adding the time for each day you worked on the same activity
+  Click 'OK"in the 'Time Sheet Entry' dialog.

The activity will be added to the list.

View Time Sheet
Update Tickel's Dala m Time Zone:+0%30
. SUN MON TUE WED THU FRI sAT

AnTITY TIME 04/30 o0sm1 05/02 0503 05/04 05/05 05/06
o Tickst a2 01:33:38 01:33:38

Mise Add Maw Lin
-] 0:00 5:00:00
[~ Windors pd 18:00:00 070000 05:00:00 De&00r0a

- Click "Save' for your changes to take effect
You can update the activity at any time by clicking on it.

+  Toremove an activity, click the trash can icon beside it.
+  To submit the sheet for administrator approval, click the 'Submit' button from the top
Submitting a Time Sheet for Approval

Staff members can forward completed time sheets for approval by the administrator. Once submitted, the time sheet
will move to the 'Awaiting Approval' category. The administrator can accept or reject the time sheet and can leave
comments. You can view approved or rejected time sheets by looking under the respective category. Rejected time
sheets can be updated and re-submitted for approval.
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Note: Only 'Not Submitted' and 'Rejected' time sheets can be submitted for approval.

To submit time sheet(s)

+  Click 'Not Submitted' on the left under 'My Time Sheets' in the staff panel
«  Select the time sheet(s) to be submitted and click 'Submit'

[
= Comodo One » Sarvice Desk » My Time Sheets > Not Submittad

Time Sheets

Show 10 records v

HOURS = STATUS =

Mot Submitted
04-30 - 2017-05-06 24:33:38 Mat Submitted
2017-04-07 - 2017-04-30 0500000 Not Submitted

« Prav

Met»

A confirmation dialog will appear.

Please Confirm

Are you sure want to submit selected timesheets?

Please confirm to continue.

Yes, Do it!

«  Click 'Yes, Do It!" in the confirmation dialog.

Alternatively, to submit a single sheet, open the sheet by clicking on it and click 'Submit' from the top.
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View Time Sheet
g— ——
Save Upsdate Tickel's Data ' m Time Zone:+05:30

aoTveTY e owso o5 dsio2 05103 004 oslos 056
i Ticketszz 01:33:38 01:33:36

Mizc Add Mew Ling
® Serverupdate 035:00:00 05:00:00
@ windows OS update 1E:00:00 0700000 05:00:00 D&:00:DO

Total 24:3338 0700000 10:00:00 07:33:3B

Deleting a Time Sheet

Time sheets that are no longer needed, can be removed from the list by the staff member.

Note: Only the time sheets under Not Submitted and Rejected categories can be removed.

To remove time sheet(s)

+  Click 'Not Submitted' or 'Rejected' on the left under 'My Time Sheets' in the staff panel
«  Select the time sheet(s) to be removed and click 'Delete’

Time Sheets

I:J ! I:J m
Sutaimi @ Showe 10 records

FERIOD 2 HOURS 2 STATUS =

Not Submitted

01 7-04-30 - 201 7-05-0¢ 24-33:38 Hot Submittad

200 F-04-01 - 201 7-04-31 09:00:00 Wot Submitted

« Pray 1 Mext®

A confirmation dialog will appear.
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Please Confirm

Are you sure you want to DELETE selected time sheets?

Deleted time sheets CAMMNOT be recovered, including any associated attachments.

Flease confirm to continue.

«  Click 'Yes, Do It!" in the confirmation dialog.

3.7 Manage Calendars

Click 'Staff Panel' > 'Calendars'
+  Service Desk allows admins and staff to manage appointments and schedule events.

+  Calendar appointments can be shared with other admins/staff members. This is useful when collaborating
on tasks.

+  You can also view and manage the calendars of other staff in order to create better and more transparent
workflows.

«  There are two ways to add schedules and appointments to your calendar:

«  From Tickets - Schedules are added when creating or working on tickets. For example, you could
create a schedule for task that involves an on-site visit. For more details, see Create a Schedule for
the Ticket in the section Ticket Details.

+  Manual - You can manually add an appointment to your calendar.
Following sections explain about:

The calendars interface
«  Create a manual calendar entry for an appointment
+ Reschedule or edit an appointment
The calendars interface
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Calendars' on the left
+ By default, the current week is shown.
«  Use the Day and Week buttons at the top left to switch between 'Day' and 'Week' views

+  Use the '<"and ">' buttons to move to the previous / next week / day.
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DASHBOARD

Calendars
USERS

¢ 10 Feb 2020 — 16 Feb 2020 > My Calendar

TICKETS
Man, February 10 Tue, February 11 Wed, February 12 Thu, February 13 Fri, February 14 Sat, February 15 Sun, February 16
KNOWLEDGEBASE

MY TIME SHEETS

10:45 - 11:00
CALENDARS 1% Make a site visit and resolve

PROJECTS 12

12:45 - 13:45
13% Work with John.
ADMIN PANEL

14 1430 - 14:45 14:30 - 14:45

Visit Elizabeth and fix printer || Carry a RI45 cable and fix it

Click the drop-down at top-right to select calendar you want to view:

My Calendar 1

February 15

My and Shared Calendar
Other Staff
Amir GMT(5:30)
John Grey GMT(5:30)
Steam Ship GMT(5:30)

My Calendar - Displays calendar events scheduled for you. The entries include:
«  Events you manually added
«  Scheduled events created in tickets assigned to you
«  Events scheduled for you by admins and other staff members
My and Shared Calendar - Events scheduled for you as above + events marked as shared.
- Blue background - Events scheduled for you
«  Gray background - Shared events
Other Staff - Admins only. Choose the staff member whose calendar you want to view.
Create a manual calendar entry for an appointment
«  Open the 'Staff' panel (see last link on the left)
«  Click 'Calendars' on the left
+  Choose 'My Calendar' from the drop-down at top-right to create an event for yourself

+  Admins only - Click the drop-down menu and choose a staff member from 'Other Staff'. You can create
events for other staff.
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Day ¢ 10 Feb 2020 - 16 Feb 2020 >
Meon, February 10 Tue, February 11 ‘Wed, February 12 Thu, February 13 Fri, Febre
9 00
']O oo
10:45 - 11:00
‘H 00 Make a site visit and resolve
']2 0o

12:45 - 13:45
13 0o Work with John
14 14:30 - 14:45 14:30 - 14:45
N Visit Elizabeth and fix printer Carry a RI35 cable and fix it
15%
169 N

179
48::

+  Double-click on the time-slot which you wish to schedule for the ticket

I'+II|'I-" I ii- arry a nJ4d cable and Tix

«  Enter a short description of the task
«  Click the tick mark ¥4 to save the entry
Share an event with others:
+  Click on the event

+  Click the 'Edit' icon that appears on the left (the top icon of the three)
«  Enable the 'Shared' check-box
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16:15 - 16:30
| Move Jane's computer and

[r— _—

Appointment Edit

Description Move Jane's computer and prirter

Tickets 12 janedraw@yopmail.com

Shared
DFuIIda‘y 16:15 |~ || 12 |~ || February |+ | 2020 |~| — [ 16:30 |~ || 12 |~ || February |~ | 2020
+  Click 'Save'.

Reschedule or edit an appointment

You can edit calendar entries to change the description, associate tickets, change the date/time, mark as shared,
and more.

View/manage details of a calendar entry
«  Open the 'Staff' panel (see last link on the left)
+  Click 'Calendars' on the left
+  Choose 'My Calendar' or 'My and Shared Calendar' from the drop-down at top-right

«  Orchoose another staff member from 'Other Staff' (admins only)
+  Click on the event you want to view or manage

15:45 - 16:00
\ isit Elizabeth

=.- Opens the 'Appointment Edit' dialog. The 'Edit' dialog lets you:
+  View and modify event description

+  Associate tickets with the event

+  Share or unshare the event
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+  View and change the scheduled time of the event
See Edit details of an appointment for more details

- Edit the description of the event.

@ - Remove the event

Edit details of an appointment

. Click the 'Details' icon =! to view and manage details of the ticket.

[r——

Appointment Edit

Description Move Jane computer and install printer

Tickets Search tickets

Shared O

I:‘ Full dﬂ‘jf 16:15 |v| 12 |~ | February ~ 12020 |~ | — | 16:30 |~ | 12 |~ || February v || 2020 ~

+  Description - The description of the event. You can change the description if required.

+  Tickets - View tickets associated with the event and add new tickets. This is optional. You can add multiple
tickets to a calendar entry.

- Start typing the first few letters of the ticket number, username/email of the user that created the ticket
or the subject of the ticket.

+  Select the ticket you want to associate with the event from the search results:

Tickets 12|

#12 janedraw@yopmail.com

«  Repeat the process to add more tickets

«  Shared - Makes the event visible to all admins/staff members when they select 'My and Shared Calendar'
from the drop-down.

+  Time Period - Shows the date/time of the event.
«  Simply change the values in the drop-downs to reschedule the event.
«  Select 'Full day' if you expect the event to last the full working day.

«  Click 'Save' after making your changes
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Appendix 1 - Field Types in Custom Forms
and Custom Lists

Field Type How the field will be displayed in the target form

Short Answer Single line text box

Long Answer Multi line text box

Date and Time Displays date field with calendar icon to choose a date. If configured for time, displays a
drop-down that shows time at intervals of 15 minutes, for the user to choose the time.

Phone number Displays single line text field for entering phone number. If configured, shows an additional
box for 'Extension' number

Check box Displays a checkbox for the field.

Choices Displays a drop-down for the user to choose an option. The options to be shown are to be
configured from the 'Forms' interface.
Example:

Field Label = Mode of Service
Options = Site Visit, Remote Access

'Choices’ is an alternative to ' Custom Lists'. Choices can be used to create an ad-hc drop-
down for a form, rather than creating a custom list under the 'Lists' interface and choosing it
for the field in a custom form.

Section Break Allows you to insert a break in the form between sections in a single form.
Built-in lists Displays a drop-down menu with options defined in the selected built-in list
Custom Lists Displays a drop-down menu with options defined in the custom list
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Appendix 2 - Ticket Priorities

The priority levels you assign to a ticket are at your discretion. However, here are some general definitions which
may help you to decide priorities within your setup:

+  Low - Customer is not experiencing loss of functionality or system errors. For example, these may be
general use questions, suggestions or future enhancement requests.

+  Normal - Customer has loss of non-critical functionality. Customer can function and there are workarounds
available. Customer issue may even be covered by existing documentation.

+  High - Customer product/service is functioning in severely reduced capacity. Significant impact to the
customer's operating and productivity. Potential loss of data or interruption of service.

+  Critical - Customer product/service is completely down or not functioning. Customer has experienced loss
of production data and no workaround is possible.

In the examples above, ticket priorities are determined by the severity of the customer's issue. As a company,
however, the priority you assign to a particular ticket may also be influenced by other factors, including the
importance of the customer or whether the ticket is badly overdue.

Under default settings in Service Desk, all new tickets have a priority level of 'Normal'. There are a variety of ways to
set ticket priority in Service Desk. You can also use priorities as a management tool by creating filters which apply
actions to tickets with a certain priority level.

The following sections show you the various places where you can set ticket priority in Service Desk. Please note,
you should be in the 'Admin' panel to configure most of these settings.

+  Set default priority
«  Assign ticket priority based on ticket category
«  Apply actions based on ticket priority
+  Set the priority of tickets sent to a specific email address
«  Manually set ticket priority
First, you can set default ticket priority in 'Settings' > 'Tickets":
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= Comodo One » Servios Desk » Setlings » Tickets

DASHBOARD
Ticket Settings & Options
L sETTINGS w
Company Global Ticket Settings
System
E System-wide default licket settings and options.
U
Emila Ticket 10s: @ Sequential Random
Access Conliol Setlings
e e Duefalt SLA:* Default SLA (48 hrs - Active) V
Butaresponder
Default Priomty: * Marmal w
Al & Notices
MANAGE Default Asset Type * Workstatian vl
EMAILS Defalt Categany: Mome -
TIME SHEETS M Opsen Tickets: 1] = per emnailusar
STAFF
Agend Colison Avoidance Duralion 3 = ibnulEs
ANMOUNCEMENTS
Humisn Versfication: Erable CAPTCHA on new web ticketa
REPORTS
Claim on Response: Bl Ensbi=
FINANCE

The priority you assign here will be applied system-wide to new tickets. The default priority can be superseded by
settings you make in other areas of the interface.

For example, you may want to assign a specific priority to tickets created after a customer picks a certain ticket
category on your support portal. You can also, independently, choose the priority of tickets sent to your support email
address. Your staff can, of course, manually change the priority of a ticket after they have evaluated the issue.

Secondly, you can specify the priority of tickets in ticket category stages. You can set the priority of tickets created
when customers choose a specific ticket category on your support website.
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Comodo One » Service Desk » Manage » Ticket Categories
DASHBOARD
Ticket stages
SETTINGS
—— o
=8 MANAGE
. v Stage 1: §
| Ticket Categories
Ticket Filters Stage Mame: ° 5
SLA Plans
Department: — System Default — |VE
APl Keys '
Pages Priority: = System Default — |V
Forma n |
SLA Plan: — Department's Default — E
Ligts
Assets Auto-assign To: — Unassigned — |‘-'r
Materialz
Charging
Admin Notes: Internal notes about the categony
EMAILS
R
TIME SHEETS
STAFF
ANNOUNCEMENTS
REPORTS

Thirdly, you can create rules in the 'Filters' section which:
«  Apply actions to tickets based on their priority
AND/OR
«  Apply priority to tickets which meet certain criteria

.
Ticket Categoren Category Information: Filters are executed based on execution ordes. Filter can target specifio ticket scurce.
Sl Filter Harne: *
AP Keys
Pages Execaution Order- * [r_ee) Stop processing further on match
Fours
Filer Startus: * Arttve 9 Disabled
Lists
Asaets
Target Crannet * — Select n Charnel - -
Materiale
Criasrging
EMAILS Filter Rules: Rules are applied based an the critedia.
TIME SHEETS £ Hule
Fuies Makching Criteria: * Madch Al W Match Any fosseinsensitive companison) Lre hore Hule
STAFF
Ticket £ Pricety Leved = Equal s Low [cleer)
ARMOUNCEMENTS
REPORTS Can be owverridden by other fillers depending on processing order.
FINANCE
Feject Ticket Reject Ticket
ETAFF PAMEL
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Tichet Cabegeries Category Information: Filters are executed based on execution order. Filter can target specific ticket sowce
ol Filtr Narme: *
AP Keys
Page Eseciition Order ® (199} Blap processing forther on raleh!
Forms
FHer Status Astive & Disabled
Lists
Hssets
Target Chranne: * — Buberl & Charns bl
Materials
Cheeging
Filter Rules: Rulas are applied based on the critaria
EMAILS
TIME SHEETS Aules Mabchineg Crieria * Watch &1 i@ Miatch Any (coss-insenative comparisan) D Man: Fiuic
DI Tickst / Priorty Lol - Equal - Lo
ANHOUNCIMINTS
Filter Actions: Can be ewfrridden by other filera degending on processing order.
REPORTS 4 ““
FINANCE Reject Ticket Pyt it
STAFF PAM
Hipdy T Enil Usse Rply Tes Exmsad [if ireanlidiie}
Tizket muin-respones Dizable mAcrezpones
Canned Responss: — Mone — |:|
Departrent: * ¥ — Dheflasdi — £
Prioty: * High
SLA Pler ™ — Symiem Defaul — b
Aurin Cloge duno Clozse

The 'Emails' section also lets you set the priority of tickets generated when a customer sends an email to a specific
address:
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DASHEOARD
Email Address
SETTINGS
Update Email
MAMNAGE
. ) Email Information & Settings
E EMAILS o
Banfist Email Address: * sd-noreply-staging@eInotfications.com
Templates Emnail Marme: * Service Desk Notification Email
nlidr_|r|-:::11 C
TIME SHEETS i
Mew Ticket Settings
STAFF
Departrient: — Systemn Defaull — w
ANNOUMNCEMENTS
Priarity. KNomnat w
REPORTS
Category: — Systern Default — -
FINANCE
Auto-Reaponge: Dizable for thia Email Addreas
STAFF PANEL
Email Login Information

Finally, staff can manually set priority when creating (or working on) a ticket:

DASHBOARD
USERS Ticket Details: Please Describe Your lssue
[£) exeTs v e
& 4 Ak B I MU A @A & = = = = & B B ® F - 7|
Open (41Z) o RS
My Tiokets (3]
Unassigned (409)
Anewered ()
Owerdue [23)
Closed [48)
Priority Leve: Hormal i
Paused ()
Vatarials Asset Type: Worlcatation w
Scheduled (1] Type: Select ko
ENOWLEDGEBASE SubType:
MY TIME SHEETS
Response: Optional responsae to the above |ssue
CALENDARS
Canned Responee: — Selest a canned respanse —
PROJECTS
< 4 s B I ¥4 A @A & = = = = & B B o F —
ADMIN PANEL
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Appendix 3 - How Charging Works in
Service Desk

«  Charging explained

«  Charging flowchart
«  Example charging scenarios
Charging explained

There are three components you need to consider when billing your customers - contracts, charging plans and
global asset rates:

1) Contracts (‘Admin Panel'> ‘Finance'> ‘Contracts').

An agreement between your organization and a customer which details the charges you will levy for your services.
You can configure the following items in a contract:

+  Contract Fee (optional). A fixed charge for a billing cycle (weekly, bi-weekly, monthly or annual). The
contract fee will always be charged on top of any charging plans and/or global asset rates.

+  Prepaid Hours (optional). Specify how many hours of work your company will provide at no charge for the
contract fee. You can set different pre-paid hours for each type of service (telephone, remote, on-site). If the
time spent exceeds the pre-paid hours then only the excess time will be subject to charge.

«  Charging Plan (optional). See next item.
2) Charging Plans ('Admin Panel'> 'Manage' > 'Charging').

A template applied to a contract which lets you define custom hourly rates for your services. Charging plan rates are
applied after prepaid hours have been used up. You can configure the following in a charging plan:

+  Default Hourly Rate (mandatory). An hourly charge which is applied to sessions not covered by a variable
rate.

«  Variable Rates (optional). Special rates for specific types of work. Variable rates are implemented by
constructing a conditional rule. Work which meets the criteria will be charged at the rate you set. For
example, you might want to charge a different rate for on-site visits, or for work on a particular type of asset,
or for work that exceeds a certain length of time.

3) Global Asset Rates ('Admin Panel' > 'Manage'> 'Charging' > Open the 'Default Charging' plan).

Independent of a contract, you can set hourly charges for work on specific asset types. Your staff adds the asset to a
ticket and the customer is charged the global rate. Assets are items like workstations, servers, printers, routers etc.
Global asset rates are only charged after any prepaid hours and charging plans have been processed.

«  View and edit global asset rates - Click 'Admin Panel' > 'Manage' > 'Charging' - open the 'Default Charging'
plan

«  View and create assets - Click '"Admin Panel' > 'Manage' > 'Assets'
See Manage Charging Plans to read more about charging plans and global asset rates.
Charging Flowchart
When a ticket is closed, charges are calculated for the session as explained below:

«  Service Desk first checks whether a contract exists for the company.

« If no contract exists then Service Desk charges any global asset rates that apply to items in the ticket. If no
global rates are set for items in the ticket then no charge is made.

- Ifa contract exists:

«  Service Desk first processes any pre-paid hours. If pre-paid hours are available then the time is
not charged.
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« If pre-paid hours are not set or have been exhausted, then Service Desk checks whether a
charging plan has been applied to the contract.

+ Ifacharging plan exists, then Service Desk first checks the 'Variable Rate' rules.
+ Ifthe work matches a variable rule then the hourly rate specified in the rule is applied.
«  The 'default rate' is applied to all work which does not match a variable rate rule.

«+ Ifthere is no charging plan then Service Desk applies any global asset rates that are relevant to
the ticket. If no global rates are set for the assets worked on in the ticket then no charge is made.

Note. Charges for any materials added to a ticket are additional to the rates explained above.

The following chart shows the charging flow:

Work done on a
customer ficket

Yas Does the No
customer have a

contract?

Yes Are sufficient pre-paid No
hours available for the
service type?
¥ D th
u:ont{;:it h:ve Do global rates exist No
Mo charges 2 charging for the assets worked Mo charges

- leatd

plan? on in the ticket?
Yes

Does the work in the
ticket trigger a variable
rating rule?

h 4 h 4

The plan's "default’
hourly rate is applied

Hourly rate specified
in the rule is applied

A

h 4

applied

Global Asset rate is

&

¥

Relevani charges
added to the customer
account

Note;

global rates and charging plan rates.

«  Asingle ticket which contains work on multiple assets and service types may accrue charges from a mix of

+  Iftime spent exceeds the pre-paid hours for a service, then only the excess time will be subject to charge.

Example charging scenarios
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The following table shows how charging is applied for different customer types:

CONTRACT CHARGING PLAN
GLOBAL

Prepaid Hours Default rate  Variable ASSET Result

set rates set RATES

Unlimited Limited

Customer is charged only the fee
at the interval you specify.

v X X X N/A X Unlimited work on any asset for the
flat-rate fee. Customer will not be
charged additional rates.

Same as above. Unlimited pre-paid
v v N/A N/A N/A N/A hours over-rules charging plans
and global asset rates.

Customer is charged the fee at the
interval you specify. Prepaid hours
are covered by the fee.

f x f x NiA x When pre-paid hours are
exhausted, the extra hours worked
will not be charged as no rates
have been set.

Customer is charged the fee at the
interval you specify. Pre-paid hours
are included in the fee. After pre-
paid hours are used up, customer

v X v x N/A v is charged at global asset rate.

If the service involves an asset
which does not have a global rate,
then the extra hours for that asset
type will not be charged

Customer is charged the fee at the
interval you specify.

v x x v x N/A The time spent on all service
sessions is charged at the default
hourly rate in the charging plan.

Customer is charged the fee at the
interval you specify. Pre-paid hours

are included in the fee. After pre-
v x v v x N/A paid hours are used up, customer
is charged at the default hourly rate
in the charging plan.

Customer is charged the fee at the
interval you specify. Pre-paid hours
are included in the fee. After pre-
v % v v v N/A paid hours are used up, customer
is charged at the variable rate for
specific types of work, and the
default hourly rate for all other
types of work.
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Read More:
Contracts - See Manage Contracts
Charging plans - See Manage Charging Plans
Global asset rates - See Default Charging Plan in Manage Charging Plans
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About Comodo Security Solutions

Comodo Security Solutions is a global innovator of cybersecurity solutions, protecting critical information across the
digital landscape. Comodo provides complete, end-to-end security solutions across the boundary, internal network
and endpoint with innovative technologies solving the most advanced malware threats. With over 80 million
installations of its threat prevention products, Comodo provides an extensive suite of endpoint, website and network
security products for MSPs, enterprises and consumers.

Continual innovation and a commitment to reversing the growth of zero-day malware, ransomware, data-breaches
and internet-crime distinguish Comodo Security Solutions as a vital player in today's enterprise and home security
markets.

About Comodo Cybersecurity

In a world where preventing all cyberattacks is impossible, Comodo Cybersecurity delivers an innovative
cybersecurity platform that renders threats useless, across the LAN, web and cloud. The Comodo Cybersecurity
platform enables customers to protect their systems and data against even military-grade threats, including zero-day
attacks. Based in Clifton, New Jersey, Comodo Cybersecurity has a 20-year history of protecting the most sensitive
data for both businesses and consumers globally. For more information, visit comodo.com or our blog. You can also
follow us on Twitter (@ComodoDesktop) or LinkedIn.

1255 Broad Street

Clifton, NJ 07013

United States

Tel : +1.877.712.1309

Tel : +1.888.551.1531
https:/lwww.comodo.com

Email: EnterpriseSolutions@Comodo.com

Comodo One - Service Desk - Administrator Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 443


mailto:EnterpriseSolutions@Comodo.com
https://www.comodo.com/
https://www.linkedin.com/company/comodo
https://twitter.com/ComodoDesktop
https://blog.comodo.com/#_ga=2.176947941.1387371116.1528275014-1906916102.1521629515

	1 Introduction to Service Desk Module
	1.1 Quick Start
	1.2 Login to the Service Desk Module

	2 Service Desk Admin Panel
	2.1 Admin Panel Dashboard
	2.1.1 View the Dashboard and Export Reports
	2.1.2 View Alerts & Notifications

	2.2 Service Desk Configuration
	2.2.1 Company profile and support portal settings
	2.2.2 Service Desk System Settings
	2.2.3 Ticket Settings and Options
	2.2.4 User Registration Settings
	2.2.5 Email Settings and Options
	2.2.6 Access Control Settings
	2.2.7 Knowledge Base Settings and Options
	2.2.8 Autoresponder Settings
	2.2.9 Configure Alerts and Notices
	2.2.10 Configure Two Factor Authentication

	2.3 Manage Service Desk Components
	2.3.1 Ticket Categories
	2.3.2 Ticket Filters
	2.3.3 Service Level Agreements (SLA)
	2.3.4 API Keys
	2.3.5 Client Portal Pages
	2.3.5.1 Configure Your Support Center Page

	2.3.6 Forms
	2.3.7 Custom Lists
	2.3.8 View and Manage Asset Types
	2.3.9 Manage Materials and Expense Items
	2.3.10 Manage Charging Plans

	2.4 Email Management
	2.4.1 Setup your Support Email Addresses
	2.4.2 Block User Email Addresses
	2.4.3 Email Templates
	2.4.4 Test Outgoing Email Settings

	2.5 Manage Time Sheets
	2.6 Manage Staff
	2.6.1 Staff Members
	2.6.2 Staff Roles
	2.6.3 Departments
	2.6.4 Time Sheet Templates
	2.6.5 Material Approval

	2.7 Manage Announcements
	2.8 Generate Reports
	2.8.1 Time Log Reports
	2.8.2 Ticket Report
	2.8.3 Asset Reports
	2.8.4 Service Types Reports
	2.8.5 Department Ticket Reports
	2.8.6 Agent Reports
	2.8.7 Users Reports
	2.8.8 Resource Appointment Reports
	2.8.9 Scheduled Reports

	2.9 Finance
	2.9.1 Generate Cost Reports
	2.9.2 Manage Contracts


	3 Service Desk Staff Panel
	3.1 Staff Panel Dashboard
	3.1.1 View the Dashboard and Export Reports
	3.1.2 View Staff Members
	3.1.3 My Profile

	3.2 Manage Users and Customers
	3.2.1 Manage Users
	3.2.2 Manage Customers

	3.3 Manage Tickets
	3.3.1 Ticket Details

	3.4 Manage Knowledgebase
	3.4.1 FAQs
	3.4.2 Manage FAQ Categories
	3.4.3 Canned Responses

	3.5 Manage Projects
	3.6 Manage Staff Time Sheets
	3.7 Manage Calendars

	Appendix 1 - Field Types in Custom Forms and Custom Lists
	Appendix 2 - Ticket Priorities
	Appendix 3 - How Charging Works in Service Desk
	About Comodo Security Solutions

