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1 Introduction to C1 Mobile

Comodo One Mobile allows Comodo Service Desk users to track and manage support tickets on their mobile
devices. Comodo Service Desk is a fully featured ticket management system that allows companies to implement
strong work-flows for internal and customer-facing support departments. The mobile app allows administrators and
staff members to respond to tickets, reassign tickets, share tickets, add billable time, manage users/organizations
and more.

This guide covers account set up, installation and app usage.
+ Introduction to C1 Mobile

+  Signing up for a C1 account - How to create an account
+  Getting the app and logging in - Installing the app
- Dashboard - Manage Tickets - Explains how to manage tickets as an administrator or staff member

«  New Tickets - How to create a ticket
«  Open Tickets - Manage current tickets in progress

+ My Tickets - Manage tickets assigned to yourself
«  Overdue Tickets - Manage tickets that have exceed the SLA due date
«  Unassigned Tickets - Manage tickets that are not currently assigned to a staff member
« Closed Tickets - Manage, review, reopen and reassign closed tickets
- Billable Time and Cost - Manage time spent on individual tasks and tickets.
«  Users and Organizations - Manage and configure users and organizations
«  Search Options - How to find specific tickets
+  User Search - Search for a specific user or guest
+  Organization Search - Search for a specific organization
«  Managing Time - How to view and add billable time
+  Mobile Service Desk Components - Additional features offered by Comodo Service Desk
«  Managing Materials and Expenses - How to add materials and costs to your ticket.
«  Sharing Tickets - How to share your ticket with other service desk staff
+ Internal Note - How to create an internal note for other staff

To use the app, you should already have a C1 account and have active staff members in the Service Desk
component.

1.1 Sign up for a C1 Account

Note. To use C1 Mobile you must have a Comodo C1 account. If you already have an account then you can skip this
step and go straight to Getting the App and logging in

Getting a Comodo One account is very easy and can be completed in a few steps.

+  Visit https:/lone.comodo.com/
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COoMODo

Sl O (972) 649-9012

Comodo One MSP

Complets integrated IT Managemant Platferm for FRET

Get Instant Access Mow 3 Request a Demao o

+  Click 'Get Instant Access Now', enter your email address and click submit:

Enter your email to get all three Free
Comodo ONE Products

+  You can also enroll by clicking the 'Sign Up' link at the top-right of the C1 website (or even 'Login' > 'l don't
have an account > Sign Up').

+  After submitting your email address, complete the short enroliment form:

Comodo One Mobile - User Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 4
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Email *

enti@ly opmail. com

Password *
Telephone Number *

have read EULA and accept it

40hjja

Click here to
reload above text.
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- Email - This field will be pre-populated with
the email address you provided earlier.
Enter a new email address if you wish to
change it. You will receive the verification
link to this email address.

«  Password: Enter the password for logging-
in to your C1 account. The password
should be of at least eight characters, and
must contain a combination of lower case
and upper case characters, at least one
numeral and at least one special character
chosen from '("#$%"&*")'

+  Telephone Number: Enter your contact
number.

« End User License Agreement: Read the
EULA fully by clicking the 'EULA'" link and
select the 'l have read EULA and accept it'
check box.

«  Verify you are human by entering the
'captcha’ text in the field.

Click the 'Submit' button.

A verification email will be sent to the email address registered at the time of your Comodo account creation. If the
verification mail is not delivered, you can login to your C1 account and click the '‘Resend Verification Email' link in the
"Verification Email Request' dialog.

Comodo One Mobile - User Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 5
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Comodo ONE Sign-up Verification
From: noreply @clnotifications.com
Date: 2016-12-05 16:01 Encoding: | English

= Show: pictures; ==

Halio

Thank you for signing up to Comodo One. Please click on the link below to verify your email
address and activate your account

Thank you for joining The Comodo One Community!

The Comodo One Team

Please do not reply to this email as this email address is not monitored

Comodo One Technical Suppori
Call: 973-396-1232 (2447)
Email: c1-suppori@comedo.com

MSP Forum: hiips:Morum.mspconsortium.com
Enterprise Forum: hitps/ffiorum1.comodo.com

«  Click the "Verify my email' link
Upon successful verification, you will be taken to the C1 login page.
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COMODO ONE

=+ Welcome to Comodo OME. You can now login with
your email and password

Email or Login
Pasaword

| Remember Me Fargot paseward?

| don't have an account > Sign Up

«  Enter your email address and password to login to C1. The 'Setup Account Details' form will be displayed
after logging in for the first time:
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Setup Account Details @ Logout

Email

ent(@yopmail.com

Business Type *

Compare Available Features

(O Managed Service Provider (MSP) ® Enterprise

Company Name *

Subdomain *
o

Your custom support URL for your end-users:
ACME.servicedesk.comodo.com

Phone Number * b

SUBMIT

+  Fillin the form with the details for your C1 account

«  Email - This field will be pre-populated with the email address entered during account creation.
You cannot edit this field.

«  Business Type — Choose whether you want to register as an MSP or an enterprise. The default
and licensed products depend on the business type. Click the '‘Compare Available Features' link to
see the products and features available with each type. Refer to Appendix for more details about
available products for each business type.

«  Company Name - Enter the name of the company that you want to enroll for Comodo One.

+  Subdomain - Enter the sub-domain which will be used to access Comodo One modules such as
'Service Desk'. For example, if you enter the sub-domain 'milkyway', you will access the service
desk module at 'https://milkyway.servicedesk.comodo.com'

+  Phone Number - Enter the phone number of your company
«  Country - Choose your country from the drop-down
«  State - Choose your state/province country from the drop-down
+ Postal Code - Enter the postal code/zip code of your city.
«  Time Zone - Select your preferred time zone.
- Daylight Saving Time — Select if daylight saving time is applicable.
+  Click 'Submit!
The activation dialog for your free products will appear.
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IT and Security Manager Activation ® Logout

Existing Licenses

A There are no existing IT and Security Manager license. You can select an available
license below.

Available Licenses

* IT and Security Manager Subscription Basic Edition (Unlimited Users - Free)

«  Click 'Next'
Your free modules will be activated.
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Comodo ONE Enterprise ® Logout

Free Services Out of Box

@ IT and Security Manager READY o

Full Mobile Device Management

Full Mobile Application Management

Full Mobile Security Management

Ering Your Own Device Support

Endpoint Security Management for Windows Devices including World Best
Containment Technology (For the first month.)

o Community support

® Service Desk READY o

o Service Automation Ticketing System
o  Multi-Site Help Desk Management
o Fully Integrated / One View Dashboard for all 3 Free Tools

Comodo One MSP Forum Subscription for FREE

You are now a member of our MSP Forum partnership community where
you can provide your insight, engage in discussion boards as well as gain
support from a network of partners and highly skilled technology

developers.

Your MSP Forum username is your subdomain prefix that you've
created. The password is the same as your Comodo One MSP login. A

+  Click 'OK" when finished. You will be taken to the Comodo One Dashboard. You will first see a 'Quick Start'
pop-up which links to short tutorials on how to setup and start using C1.
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CcCOMODO

Creating Trust Online®

COMODD DNE
- ® R ¥4 N EEEE o P o cmivmpn
Weloome to COMODDD ONE Ememprise !
# Comsda (re Frispriss - Nashboard 3 Csrsies
Lt e . o o chvmch . S LK Tt e b g BSgamted vl |
T portad e st OO ST T YT e IE
Quick Astiane -1 -=|
D0 vt oo s abon o Wt P S l
- =] G al
=
0| &5 ; |
Dippinal Eul. k] K L Lo Py ¥ bl Gk Fart ks Uik gt P
easlvand PR
-
@ ] =
vl R Eppe Tt B Ducds
=

That's it. You have successfully created a Comodo One account. Please note that this account will be automatically
granted 'Account Admin' privileges and cannot be deleted. This is effectively the 'Master Admin'. You will be able to
create 'Admins' and "Technicians' under this account. Refer to the section 'Managing Administrators' for more
details. You can login to your account at anytime at https://one.comodo.com/appl/login..

After successful C1 sign up, a Comodo Account also will be created for you. You can login at
https://accounts.comodo.com/ using your C1 credentials and to manage licenses, account details and subscribe for
other Comodo products.

1.2 Get the App and Log in

Device owners can download C1 mobile to their devices at the following URLS:

+  Android users - Download C1 Mobile from https://play.google.com/store/apps/details?
id=com.comodo.one.mobile (or search for 'Comodo One Mobile' on Google Play)

+ 108 users — Download C1 Mobile from https://appsto.re/us/PNn2ab.i (or search for ‘Comodo One Mobile'
on the Apple App Store)

At the product page:
+  Select'COMODO ONE MOBILE' and click 'INSTALL".
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< Q

COMODO ONE

Comodo ONE 5]

‘@1] Mobile

COMODO Security Solutions

[34
INSTALL

9200

Downloads Tools Simnilar

+  After installation, click the 'Open' button to launch the app:

« Q
COMODO ONE

MOBILE

Comodo ONE Mobile
co COMODO Security Solutions

L0900

Downloads Tools Similar

C1 Maobile enables access to C1
- Enter your C1 username and password to connect to your account:
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COMODO ONE

coyoteewile@yahoo.com

«  The dashboard will open, listing all tickets assigned to you along with several other ticket options:

" Dashboard R C

Open Tickets
|F':~ which require actior e

My Tickets

Your assigned tickets m

@ Overdue Tickets gy
Tickets not completed before due...
Unassagned Tlckets

@ ickets n signed to any staff @
Closed Tickets

@ ickets closed by staff @

@ Blllable T|me and Cost
Billable e and cost

Users and Orgamzanons

Users and Organlzatlons
age your us ind organizat
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2 Dashboard— Manage Tickets

The dashboard allows administrators and staff members to view, create and manage tickets. Please use the
following links to jump to the area you need help with:

«  New Ticket
+  Open Tickets
« My Tickets

+  Overdue Tickets

+ Unassigned Tickets

+  Closed Tickets

+ Billable Time and Cost

+ Users and Organizations

2.1 New Ticket

Staff members and users can create tickets by clicking the hamburger menu at top right then selecting 'New Ticket'.

E
«  To create a ticket click, the 'New Ticket' icon at the top left corner of the app.

> New Ticket SAVE
INFO DETAILS RESPONSE
I
User =

Search user by email or name X

Ticket Motice
Send alert to user = OFF

Ticket Source =

Phone

A
Help Topic +
-- Select Help Topic -- 4
Department
-- System Default -- 4

The new ticket with the Info tab is displayed. Enter the following details to create a ticket:
«  User: Enter the email address of the user. This will be auto-filled if 'Lookup or create a user' form is used.

Comodo One Mobile - User Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 14
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> New Ticket
INFO DETAILS RESPONSE
. |
User =

Search user by email or name X

Ticket Notice
Send alert to userd, OFF

Ticket Source = Users
Phone

Q, Search
Help Topic *

Alexander Dagwood
-- Select Help T| hertriumph@gmail.com

Angel

Department angel@heaven.com

-- System Defat Blondie Dagwood

sumeetdomestic@gmail.com

Bumpsted Dagwood
mmoxfordi@yahoo.com

«  Ticket notice: If enabled, an alert will be sent to the user regarding the ticket created on his/her behalf.
«  Ticket Source: The source via which the ticket was raised.
+  Help Topic: The topic or category of the ticket

«  Department: Select the department to which the new ticket should be assigned. The option chosen here
will prevail even if the 'Department’ for the selected 'Help Topic' is different.

«  SLA Plan: The SLA plan assigned for the ticket depending on the settings in default SLA settings. The
option chosen here will prevail even if the 'SLA Plan' for the selected 'Help Topic' and 'Department' is
different.

+  Assign To: Select the staff member to whom the ticket should be assigned. The option chosen here will
prevail even if the 'Agent' for the selected 'Help Topic' is different.

«  Maps/Navigation per customer address: Allows staff to see the address of a user or organization on a
map. You can access this feature when creating/editing a ticket and in the users and organizations tabs.

+  To view the address tap the ¢ button.

Comodo One Mobile - User Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 15
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D |User SAVE  TICKETS > QOrganization
Statug Pending Activation i DECALE L e DETAILS SETTINGS AsSETS
I
L CreateDate  2016-D3-08 15:37 ":; '
i il ME Cor
hertrivmph@gmail.com Assioned To Coyote . P
Full Name * Department Support ‘Web Domain *
Alexander Dagwood Time Spent o0-00:38 acmecorp.net
Organization Billable Tima 00:07:00 Wonth Fee
9@ ACME Corp. * I 0.00
Phone Mumber @ Alexander Dagwood % Address
ACME Corp. N
-] Green Mountain Side,
Ticket Source * Alabama.
QOther 4 Phone
Helg Topic *
Report a Problem d Website
SLA Plan * ACMEacorp,com
00:00:00 PLAY
Ticket Details

> New Ticket

INFO DETAILS RESPONSE

Issue Summary =

Issue Details =

Priority Level

Normal 4
Asset Type

Workstation 4
Category

- Qalart --

+ Issue Summary: Enter details in brief about the issue.

- Issue Details: Enter the details about the issue in the text field. To clear the field, click the trash can icon at
the top right.

+  Priority Level: Select the priority level for the new ticket. The option chosen here will prevail even if the
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"Priority' for the selected 'Help Topic' is different.
+  Asset Type: Select the category of asset for the ticket.
- Category: Select the type of category for the ticket. The options available are 'Alert’, 'Order' and 'Problem'.
«  Sub Category: Enter the category information for the ticket.

Response

> New Ticket

INFO DETAILS RESPONSE

|
Canned Response

-- Select canned response -- 4

Initial Response

Internal Mote

«  Canned Response: Select a pre-prepared answer that will be sent to the user
« Initial Response: Enter an email response to be sent to the user
+ Internal Note:

+ Add notes for the ticket that are for internal purpose only.
+  Click the Open button to create the ticket on behalf of a user.
+  Click the Reset button to clear all selections and entries.
+  Click 'Save' for the changes to take effect. Refer to Internal notes to find out more.

2.2 Open Tickets

The 'Open Tickets' area shows tickets which are currently in-progress.

Comodo One Mobile - User Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 17
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Open Tickets
237
Tickets which require action -
: My Tickets
pdi]
Your assigned tickets .
Overdue Tickets
Tickets not completed before due...
Unassigned Tickets [222)
Tickets not assigned to any staff
Closed Tickets @
Tickets closed by staff
Billable Time and Cost
Billable time and cost

C{‘g,p Users and Organizations

Manage your users and organizati.

+  Select 'Open Tickets' on the dashboard to view a list of all open tickets

7 Dashboard R C

Matifications (0)

Settings

@ Open Tic
S About
My Ticke
cow aseonl LOgoUL
@ Overdue Tickets @

@ Unassigned Tickets &n

Closed Tickets

ots closed by staf

Billable Time and Cost
Billable tim i L

@ Users and Organizations
'-.I-.:_--:. IS8T i}

+  The hamburger . menu at top right allows you to view 'Notifications', 'Settings', '‘About' and to logout of
the app.

- Select any ticket to view more details and take ticket actions. You can search for specific tickets by entering
the ticket number, user name or ticket subject in the simple search field. Tap the 'Advanced Search' option
in the drop down menu to search for tickets using other ticket criteria like 'Status', 'Date Range', 'Category'
and 'Priority Level'.
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> Open Tickets B C

Q. Search

7 #450: test time
Bumpsted Dagwood (Dithers Construction C...
2016-12-10 18:08:04

Jr #451: RMM-Generated-Ticket
Default Ticket User

2016-12-08 23:39:32

¢ #635469
Default Ticket User (Dithers Construction Co...
2016-12-05 11:51:34

7 #446: RMM Generated Ticket
Default Ticket User

2016-12-0511:51:05

J¢ #448: PC performance is very slow
Default Ticket User

2016-12-0511:44:12

J¢ #3: 0S drive is running out of fre...
Default Ticket User (Coyote)

2016-12-04 16:38:25
¢ #410: RMM Generated Ticket
&« 24 Page 1 of 25 > »

«  Tapping a ticket will open the ticket details area. This area contains three tabs:

+ Info - View basic information about the person and department to whom the ticket is assigned, the date
the ticket was created, the user that submitted the ticket, the time spent on the ticket and any billable
time accrued by the ticket. The info tab also allows you to view and change the ticket source, the topic
under which the ticket is categorized and the SLA plan associated with the ticket.

+  Details - Contains a summary of the ticket text as submitted by the user. This area also allows you to
change the ticket priority level, the type of asset which the ticket concerns and the ticket category.

«  Thread. - Allows you to view all comments on the ticket so far.

+  Time Spent -You can manually add work time through the 'TIME SPENT" tab. Refer to 'Managing Time
to find out more.

«  Materials - Allows you to add and manage material expenses on your ticket. Refer to 'Materials and
Expenses' to find out more.

+ Refresh - Tapping the button updates the 'Info', 'Details' and 'Thread' areas with the latest changes
made by users or staff. Please note that this button is available at the top right corner of the open ticket
screen.

+  Tapping the hamburger. menu while a ticket is open allows you post replies, claim a ticket, reassign the
ticket, close the ticket, move it to another department and more:
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" Ticket #448

INFO pETY] Close

Create Date 2071 Delete

Assigned To Co Reply

Department Ma|

Time Spent 00; L

Billable Time 00: Transfer

User * .
Assign
Default Ticket U|
Share
Ticket Source *
Dther About
Help Topic * Lo gout

General Inquiry ————

SLA Plan *
Default SLA

00:00:17 PAUSE RECORD RESET

- Claim - Assign the ticket to yourself. Please note that this option is available only in unassigned tickets.

«  Close - Allows you to close the ticket. You have the option to specify a reason for the closure.

- Delete - Deletes the ticket. Note — deleted tickets cannot be recovered and all attachments will also be
deleted.

«  Reply - Allows you to post a response to the ticket. Your response will be visible in the 'Thread' area’. The
reply menu also contains the following options:
«  Email reply - Will send an email to the user containing your response in addition to your post.

«  Canned response - Allows you use a pre-prepared text as your response or acknowledgment. You can
elaborate on this text with your own comments, or post the canned response on its own.

+  Ticket status - Allows you to close the ticket immediately after your reply is posted.
«  Attachments - Allows you to browse for files to add to the ticket.

+ Post Internal Note - Internal notes will appear in the ticket thread but will be visible only to staff members.
You can capture and attach a photo, or attach an existing photo to the note. Refer Internal Note to find out
more.

«  Department Transfer - Allows you to change the department to which the ticket is assigned. You can
optionally add a reason for the change in the '‘Comments' section. Note - tickets that are paused or overdue
cannot be transferred.

«  Assign/Reassign - Allows you to assign new tickets to a staff member, and reassign tickets to different
staff members. You can communicate a reason for the change in the '‘Comments' section:
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> Assign Ticket ASSIEN

Ticket# 448

Current Assignee Coyote
Assignee *
Dagwood X

Comments *

please resolve the request

00:01:01 PAUSE RECORD RESET

+  Share - Allows you to share your ticket details with other staff and users via email. Refer 'Sharing Tickets'
to know more.

+  About - Allows you to view details about the app.
+  Logout — Logout of the app.
+  Click 'Save' for the changes to take effect.

2.3 My Tickets

The 'My tickets' feature allows staff to view and take actions on tickets that are assigned to them. Tickets can be
answered, re-assigned, transferred, updated for time-spent and more.
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2 Ticket #446

INFO DETY Close

Create Date 201 Delete

Assigned To Coy Reply

Department Ma

Time Spent 00; £

Billable Time 00} Transfer

User * .
Assign
Default Ticket U
Share
Ticket Source *
Other About
Help Topic * Logout
- Select Help TDF_
SLA Plan *
Default SLA

00:00:28 PAUSE RECORD RESET

- Tapping the ticket (or swiping right) opens the ticket. Each ticket has 'Info’, 'Details’, 'Thread', 'Time Spent’
and 'Materials' tabs. Click here to find out more about these items.

. Tapthe hamburger. menu to access the ticket actions menu. Click here for more details about ticket
actions.

«  Click 'Save' for the changes to take effect.

2.4 Overdue Tickets

The 'Overdue Tickets' interface lists all tickets which were not resolved within the period stipulated in the SLA. The
Default SLA plan, Auto-close Overdue Ticket Time-out and Overdue ticket alert details are configured in
https:/lone.comodo.com in advance. Click https://help.comodo.com/topic-289-1-625-7861-Ticket-Settings-and-
Options.html to know more about configuration settings for overdue tickets.
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> Ticket #450

Lt pET4{ Close [
I
Create Date 201 Delete
Assigned To Da
Reply
Department Ma
Note
Time Spent 003

Billable Time 004 Transfer

User * :
ser Assign

Bumpsted Dagw
Dithers Constru
913214569870 | SMare

Ticket Source * About

Phone Lagout

Help Topic *
General Inquiry

SLA Plan *
Default SLA

A

« Tapping the ticket (or swiping right) opens the ticket. Each ticket has 'Info’, 'Details', 'Thread', 'Time Spent'
and 'Materials' tabs. Click here to find out more about these items.

. Tapthe hamburger. menu to access the ticket actions menu. Click here for more details about ticket
actions.

. Click 'Save' for the changes to take effect.

2.5 Unassigned Tickets

'Unassigned Tickets' are those that have not yet been assigned to any staff member. Administrators can assign
tickets to staff members by clicking the ticket number/subject then selecting 'Assign' in the actions menu.

Note: Unassigned tickets will be automatically assigned to the first member who responds if the 'Claim on
Response' setting is enabled in C1 Service Desk. Also, open tickets that are unassigned can be claimed by staff
members depending on the C1 settings.
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2 Ticket #413 SAVE

INFO peTy Claim

I
Create Date 2071 Close
Assigned To Uni Delete
Department Mal
|

Time Spent 00; et

Billable Time 00 Note

User *
Transfer
Default Ticket UJ
Dithers Constru_a Assign
Ticket Source *
Share
Other
) About
Help Topic *
-- Select Help Tog Logout
B
SLA Plan *
Default SLA

- Tapping the ticket (or swiping right) opens the ticket. Each ticket has 'Info’, 'Details', 'Thread', 'Time Spent'
and 'Materials' tabs. Click here to find out more about these items.

. Tapthe hamburger. menu to access the ticket actions menu. Click here for more details about ticket
actions.
Click 'Save' for the changes to take effect.

2.6 Closed Tickets

The 'Closed Tickets' option allows administrators to view tickets that are closed. You can review, reopen, reassign
and perform other actions by tapping the ticket number or subject. You can also view details such as billable time,
time spent on an activity and event logs.
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> Closed Tickets R c

Q, Search

7 #449: To check button problem
Blondie Dagwood (ACME Corp.)
2016-12-02 13:37:01

Yr #444: RMM Generated Ticket
Default Ticket User

2016-11-21 09:07:32

7r #443: RMM Generated Ticket
Default Ticket User

2016-11-21 07:29:45

v #442: RMM Generated Ticket
Default Ticket User
2016-11-18 09:08:14

Yr #437: RMM Generated Ticket
& 4 Page 1 of 20 > »

The closed tickets help administrators analyze which asset categories are demanded more often and provides
insight into where support infrastructure could be strengthened.

2.7 Billable Time and Cost

The 'Billable time and cost' of the ticket provides information on total billable time spent on individual tasks, sub tasks
and tickets. This feature allows account administrators to view currently active and previously billed time. To view a
specific bill amount, staff should choose the billing period and select the organization from the drop down list.

> Billable Tim.. rerResw (D)

Period
From 20161201 To 2016-12-14

Organization
Select Organization b4

Organization Month  Time Billable Total($)
Fee Spent Time

ABC TV Services 000 00:00 O0OD 000
ACME Corp 000 0000 000D 000
ACME Carp. 000 0002 003 000
Chennai IT Serv... 0.00 D000 DD Q.00
Coyale 000 0D:00 000D 0.0
Deer Company 000 o000 000D 000
Dithers Constru... 000 0002 0003 Q.48

Kanchi Customer 0.00 DD:00  Oo:DD 0.00

({ L4 Page 1of 2 ) b

The billing details of the organization will be displayed. The parameters of the billing tab are fetched from the ticket
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and are non-editable.
Bill period - Period for which the bill is generated.
Billable time — Time spent which is billable.

Monthly fee - Monthly charges are automatically populated as per the rate entered when adding the organization.

Note: The organization needs to be added to C1 Service desk before it will appear in C1 Mobile. To find out more,
visit https://help.comodo.com/topic-289-1-625-7853-Managing-Users-and-Organizations.html

2.8 Users and Organizations

Tickets can be raised in C1 Mobile by admins, users and staff members. Users and Staff members can be added to
an organization to keep track of billing hours. Please note that organizations must be created in advance in C1.

Search Options
- Enter the name or partial name of the user/organization and click the 'Search 'button.

«  To clear the results and display all users/organizations, clear the field and click the ‘Search' button or simply
click the 'Organization’ link.

> Usersand 0., aoowew 3

USERS CRGAMIZATIONS

Search

Algxander Dagwood
Status: Pending Activation
Tickets: 2

Angel
Etatus: Guest
Tickets: 0

Blondie Dagwood
Status: Registered
Tickels: 3

Burnpsted Dagwood

Status: Registered
Ticketa: 4

Default Ticket Usar
Status: Guest
Tickets: 8

Default Ticket User
Status: Guest
Tickets: 2

O 4 Page 1 0f 3 > b

2.8.1 Users

The 'Users' tab allows staff members to add users, register guests, view which tickets are assigned to a particular
user and create new tickets. By tapping a guest user's name, staff members can register the user with Service Desk,
add notes and view tickets associated with the user.
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Status Gu| Motes
Email Address * Register
angel@heaven,
Delate
Full Hame *
Angel
Organization
Select Organization b4

Phone Number

1234567890

Ext
100

Adding a User:

A non-registered user that raises a ticket in the C1 app will be added as a guest user. Guest users must be
registered in C1 to enjoy full account functionality.

« Toadd a user, click 'Add new' and enter the following details:

«  Email Address: Enter the email address of the user. This is used for signing into the web portal after
the registration is completed.

+  Full Name: The name of the user.
«  Organization: Select the organization from the drop down.
+  Phone Number: The contact number of the user.

Staff can also perform the following actions:

«  Tickets: Allows staff to view associated ticket details
+ Internal Notes: Enter any notes regarding the organization.

+ Register: Allows staffs to register guest users. Click here to find out more about registering users.
«  Delete: Allows staff to remove a user.
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Status New

Email Address =

Full Name =

Organization

Phone Mumber

Select Organization X

«  Click 'Save'
The new user is added to C1.

To register a user:

+  Click an existing guest user
+  Click 'REGISTER' on the top right

2 Register User REGISTER

Mame Diana

User Account Login

Username »

dianacharles704@yahoo.com

Status

Send account

activation email -
Preferences

Time Zone =

GMT 5.5 - Bombay, Calcutta, Mac

Daylight Saving
Observe daylight

. OFF
saving

+  An activation email will be sent to the guest's email id.
«  Clicking on the link will activate the users account.

cCOMODO
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2.8.2 Organizations

The 'Organization' tab allows staff to add/edit organizations and configure various settings. Staff members can also
view users, tickets assigned to the user, create new tickets, register guest users, write notes and view linked tickets.

2 Organization SAVE

DETAILS SETTINGS ASSETS
——

MName *

Web Domain *

Month Fee

Address

Pharne

Website

The organization has three tabs:
+  Details - To edit the details of organization.
«  Name: Enter the name of the new organization.
+  Web Domain: Enter the registered domain name for the organization.

+  Month Fee: The monthly charges billable to the organization for attending to tickets raised by users in
that organization.

« Address: The address of the organization.
«  Phone: The contact number of the organization.
+  Website: The website of the organization

«  Settings — To configure the organization's settings

«  Account Manager: Select the staff member from the drop-down that will act as 'Account Manager' for
this organization.

«  Auto-Assignment: If enabled, tickets raised by the organization's users will be automatically assigned
to the Account Manager. Please note the auto-assignment settings are configured under 'Ticket Filters'
and 'Help Topics' in the Admin Panel of C1 Service Desk.

+  Auto Add Members From Domain: Enter the domain name for which users that are added in 'User
Directory' with the same domain name in the email field will be automatically added to the organization.

- Primary Contact: Select the primary contact(s) for this organization to whom all tickets raised by its
users will be added as collaborator(s), that is, added as in the ticket mails.

«  Automated Collaboration: Allows you to select persons to be added as CC in the ticket mails.

«  Primary Contacts: If enabled, primary contacts will be added as collaborator(s). They will be added to
the CC list in ticket mails.
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«  Organization Members: If enabled, all users in the organization will be added as collaborators.
+  Assets — Enter the amount for items or services in each asset field.

> Organization SAVE

ACME Corp

‘Web Domain *

acmecorp.net

Month Fes
0.00

Address

9 Green Mountain Side,
Alabama.

Phona

Website
ACMacarp, com

Tap the hamburger. menu (or swipe right) to open the actions menu. Click here for more details on actions.

2.9 Search Options

You can quickly find specific tickets using the built-in search feature. Using the simple search field, you can search
for tickets by ticket number, subject line and user name. Use the advanced search option to further refine your
search. C1 Mobile also allows you to search for users and organizations.

2.9.1 Simple search
To find a ticket using simple search:

- Click on any ticket status on the dashboard to reveal the search field. Enter the name of the user who
submitted the ticket, subject of the ticket or ticket number then tap the search icon.
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> Open Tickets B C

Qo Kearch X

Yr #450: test time
Bumpsted Dagwood (Dithers Construction C...

2016-12-07 11:50:13

¢ #451: RMM-Generated-Ticket
Default Ticket User
20016-12-06 23:12:18

A

#635469

Default Ticket User (Dithers C

«  Toremove the filter, clear the field and tap the 'Search' button again or simply tap the 'Tickets' tab.

2.9.2 Advanced Search

Advanced search lets you fine-tune your search using a number of filters:
To open the Advanced search option:

+  Tap the drop down icon on the top right corner and then tap 'Advanced Search' option.

" Search Optio.. searen O X
Keyword
X

Status
—-Any Status— E
Assigned To

—Anyone-- e
Help Topic
—-All Help Topics— 4
Date Range 11
From 2016-11-28
Date Range 17
To 2016-12-08
Priority Level
Normal p
Category
- Select - p

+  The 'Advanced Search' screen will be opened. You can filter tickets by any combination of 'Keyword',
'Help Topic', 'Status', 'Assigned To', 'Date Range', 'Priority Level', 'Category', 'Departments’, 'Closed By',
'Asset Type' and 'Organization Type'.
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«  Enter your search criteria and tap the search button
+  Tickets which meet the search criteria will be displayed.

«  Search: Initially, the 'list of tickets' screen will display the simple search mode. Once you search using
'Advanced Search' filters, the simple 'Search' filter will be cleared and the placeholder text in the search
field will change to 'Advanced Search Active'.

> Open Tickets & C

Q | Lﬂ\dvanced Search Active - X

Yr #450: test time
Bumpsted Dagwood (Dithers Construction C...

2016-12-07 11:50:13

¢ #451: RMM-Generated-Ticket
Default Ticket User

20M16-12-06 23:12:18

7r #449: To check button problem
Blondie Dagwood (ACME Corp.)

2016-12-02 13:37:01

K £ Page 1 of 1 > »

«  Remove Filter: Tapping the text, 'Advanced Search Active' will automatically change the search type back
to simple search mode. Please note that the advanced search filter remains active until you enter a new
search keyword in the simple search field.

«  Cancel: Tapping the symbol on the top right of the 'Advanced Search' screen cancels the search
without affecting the applied filters.

2.9.3 User Search

To search for a particular user:

+  Tap the 'Users and Organizations' option on the dashboard and enter the name, phone number or
organization of the user:
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> Usersand O.. aonew C

USERS ORGANIZATIONS

Search

Alexander Dagwood
Status: Pending Activation
Tickets: 2

Angel
Status: Guest
Tickets: 0

Blondie Dagwood
Status: Registered
Tickets: 3

Bumpsted Dagwood
Status: Registered
Tickets: 4

Default Ticket User
Status: Guest
Tickets: 8

Default Ticket User
Status: Guest
Tickets: 2

(( ( Page 1 of 3 > ))

«  To clear the results, delete the search term and tap the 'Search' button again (or simply tap the 'Users' tab).

294 Organization search
To search for a particular organization:

+  Tap the 'Users and Organizations' option on the dashboard and enter the name or address of the
organization.

D Usersand O.. aoonew

USERS ORGANIZATIONS

Search

ABC TV Services
Type: Managed
Users: 0

ACME Corp
Type: Unmanaged
Users: 0

ACME Corp.
Type: Unmanaged
Users: 2

ACME Corp.
Type: Unmanaged
Users: 2

ACME Corp.
Type: Unmanaged
Users: 2

ACME Corp.
Type: Unmanaged
Users: 2

&« £ Page 1 of 2 > »
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« To clear the results, delete the search term and tap the ‘Search' button again (or simply tap the 'Users' tab).

2.10  Manage Time

The 'Time Spent' tab indicates the total amount of time spent on a ticket. Time spent while the ticket is open is
automatically recorded. If you chose a ticket in which the billable time is already provided, then you need to tap 'Play'
and resume the ticket in order to record time.

2.10.1 Manual Time entries

You can add/edit time spent manually in the 'TIME SPENT" tab by tapping the '"ADD WORK TIME' button at the top
right corner. Please note that the 'Add Work Time' button is available only if you are working on the ticket that is
assigned to you.

Note: You can view previous time spent and billable time in the 'INFO' and 'TIME SPENT' tabs. You can also view
the entire work history in the 'Thread' tab.

> Ticket #450 save  C
TAILS THREAD TIMESPENT  MATERIALS
—

Total Spent: 00:01:50
Total Billable: 00:02:00

ADD WORK TIME

@ 2016-12-08 11:05:34  2016-12-08 11:05:37

Staff: Coyote
Time: 00:00:03
Billable: YES

@ 2016-12-08 11:19:30 2016-12-08 11:42:16

Staff: Coyote
Time: 00:01:47
Billable: YES

00:26:21 PAUSE RECORD RESET
To Manually Add Time:

«  Tap an open ticket.
«  Tap the 'TIME SPENT" tab and then tap the '"ADD WORK TIME' button.
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“> Ticket #450 C

TAILS THREAD TIME SPENT MATERIALS
—

Total Spent: 00:01:50
Total Billable: 00:02:00

ADD WORK TIME

@ 2016-12-08 11:05:34  2046-12-08 11:05:37

Sta
Add Work Time

Tim
Billabl Start Time: 2016-12-08 16:49.35
End Time: 2016-12-08 16:49:35
@ 201 Duration: 00:00:00 B 11:42:16

Is Billable

Staff| Reasons for adding/editing/deleting this time
entry. Optional bua highly recommended
Ti

Billabl caret

00:26:21 PAUSE RECORD RESET

An 'Add Work time' dialog will be displayed.

- 'Start Time'and 'End Time' - The current date and time will be displayed. You can modify these dates and
time details.

Add Work Time

Start Time: 2016-12-08 16:49:35

End Start Time: B5
Durat| 20161208 18:50:03
Is E 17 49 02
Reasons for 18 50 03 time
entry. Optiol
1 1 na
Cancel QK

Cancel

+  Duration - Displays the time spent on the ticket.
- Is Billable - This option is enabled by default. You can toggle the option if you need not bill your work time.

+ Reasons for adding/editing/deleting this time entry — You can enter a reason to identify the changes in
future or leave it blank.
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To Resume An Open Ticket
«  Tap the 'Play' button present on the bottom of the ticket.

Resume Ticket #450

Are you sure you want to RESUME
this ticket?

Reasons for status change (internal note),
Optional but highly recommended.

Cancel 0K

The ticket will display a confirmation dialog asking if you your sure that you want to resume the ticket. The dialog will
also consist of 'Reasons for status change' which is optional. You can enter details as to why you have begun to

work on the same ticket again.

Note: If you exit the ticket while timer is running, an alert message will be displayed asking if you wish to save the
time as billable time. You can chose to bill your work by tapping 'OK' or leave it by clicking 'Cancel'.

2.10.2 Stopwatch

The 'Stopwatch' is a timer that you can use to record your work time. When you open a ticket assigned to you, the
timer starts automatically. If your ticket has been paused, a 'Play' button will be available. You need to tap 'Play' to
resume the ticket work and add the time to the ticket. The stopwatch is available in 'Open Tickets', 'My Tickets' and

'Overdue Tickets'.
00:26:21 PAUSE RECORD RESET

When you open the ticket, the timer starts at 00.00.00 (HH:MM:SS).
«  Pause : To pause an open ticket, tap the 'Pause’ button present on the bottom of the ticket.

Pause Ticket #450

Are you sure you want to PAUSE
this ticket?

Reasons for status change (internal note).
Optional but highly recommended.

Cancel 0K

The ticket will display a confirmation dialog asking if your sure that you want to pause the ticket. Tap the 'Play' button
to resume.

« Record : Tap this button to register the time spent for billing. Hit 'OK'" to confirm in the 'Record Work Time'
dialog. Please note that you will be able to view the new billable period without refreshing the screen.
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Record Work Time

Would you like to record a time as
Work Time?

'« Work Time is billable

Cancel QK

When you exit the ticket, with or without saving, C1 will provide an alert message asking if you would like to save
your work time.

Record Work Time

You are exiting the ticket while
timer is running. Would you like to
save a time as Work Time?

+ Work Time is billable

Cancel 0K

You can save by tapping 'OK' or leave it unsaved by tapping 'Cancel'.

Reset : Tap this button to reset the running time. On tapping the 'Reset' button, C1 provides an alert - 'Are
you sure you want to reset the timer?'.

A Reset Work Time

Are you sure you want to reset a
timer?

Cancel oK

Tapping 'OK' restarts the timer at 00.00.00

2.1 Mobile Service Desk Components

The administrators are allowed to share tickets with other users and staffs, provide internal notes and add materials
and expenses to the ticket.

2111 Manage Materials and Expenses

The C1 Mobile app allows you to add materials and expenses to your ticket in all the ticket categories available in
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the dashboard. Please note that the ticket need not be assigned to you to add materials and expenses.
To Add Materials and Expenses to Ticket:
Tap 'ADD MATERIAL' button on the top right corner of the screen.

Add Materia

Material *
~Select Material—-

Cost*

Cancel

The 'Add Material' dialog will open. You need to enter the following details to add materials.

«  Materials: Select the material from the drop down containing list of existing materials will be displayed.

Add Material

Material *
--Select Material-

( —Select Material-
4 GB RAM

HP Ink Cartridge

Ink Cartridge Holder

Meal

Mileage

«  Cost: Enter the cost of the material.
To Update Materials and Expenses to Ticket:

+  You can edit the materials by tapping the pencil icon beside the material.
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> Ticket #440 SAVE C
TAILS THREAD TIME SPENT MATERIALS
Total: 50.00 ADD MATERIAL
Material Cost
4 GB RAM 50.00 X

Update Material

Material *
4 GB RAM

Cost *
50.00

Cancel

The 'Update Material' dialog will be displayed.

You will be able to edit the cost of the material. If you want to change the material you need to delete the item and
add new material.

To Remove Materials and Expenses to Ticket:

+  Tap the cross symbol beside the item row to delete/remove the material.

> Ticket #440 save (2
TAILS THREAD TIME SPENT MATERIALS
Total: 50.00 ADD MATERIAL
Material Cost
4GB RAM 50.00 /}()

A Remove Material?

Are you sure you want to remove
material?

Cancel OK
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A confirmation dialog will appear and you can either confirm by tapping the 'OK' button or cancel the delete by
tapping the 'Cancel' button.

2.11.2 Share Tickets

You can email ticket details to other users and staff using the 'Share' option in the ticket drop down. This option is
available in all ticket categories. Any staff/user can share a ticket and its details.

To Share a Ticket

« Tapthe . icon and then tap the 'Share' option from the drop down menu.

> Ticket #451

IREC DET:  Close €
Create Date 20" Delete
Assigned To Co Reply
Department Ma
Time Spent 00: el

Billable Time 00: Transfer

User * .
Assign

Default Ticket U _
Ticket Source * @
Other | About
Help Topic * Logout
— Select Help Top |
SLA Plan *

Default SLA
00:00:11 PAUSE RECORD RESET

The 'Share Ticket' screen will open.
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> Share Ticket

Ticket# 451
Users

Select Contacts X
Staffs

Select Contacts X
Others

Input emails separated with comma
or semicolon

Notes

Enter reasons for sharing the ticket

00:00:16 PAUSE RECORD RESET

«  Users: To add users, tap the 'Select Contacts' in 'Users' option.

Tickat# 451
Users
Select Contacts *
Saalls \,ﬂ
Select Users
(Othars
Alexander Dagwood
npat ai hestrmnphEgmail com
ar gem
= Angel
— angelEiaave Cam
Enter e Blordie Dagwaad
=Ll sumestdomestic@gmail com
Bumpstisd Daguood
mimae ondErraheo.com
Diefault Ticket Lisar

m agemtmonfoniloyole
Defauh Ticket User
agent monilor@ilesCamparny

Defoult Ticket User
agen manion@ilithesiensuctianlom
parry

Diefaul Ticket User
nomplyierscomeda com

Defauh Ticket User
Ta s, cam sdis com

Befaull Ticket Liper

0K
- Staffs: To add staff, tap the 'Select Contacts' in the 'Staffs' option.
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f

Ticket# 451
Users

Select Contacts o
Stalfs

Select Cor

T, Staffs

Others

Input email [ Avanti

or semicall — avamistude@yopmail com

Coyate

Kates

coyolessilafpahoc oam
Enter reas o Dagwoad

avantistude(@gmail com

Jupiter
|upitertlackhale@yopmall com

Kinder
00:00:14 kinden@yopmail com

Max
maxlenin2( bifouthack cam

Stesmm Ship
seallafyahac com

QK

+  Adialog with available mail recipients will be displayed for both users and staff.

+  Others: Type the email addresses of other contacts that you wish to receive the mail, separated by
commas.

+  Notes: Enter your reasons for sharing the ticket. This is optional.

2.11.3 Internal Note

Internal notes allow you to share important or interesting notifications with all staff who open the ticket. This option is
available in all ticket categories.

To Add Internal Notes:

« Tapthe . icon and then tap 'Notes'.
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> Post Internal Note

Ticket# 451
Note Title

Summary of the note
Note Details *

Start writing your note details here

Attachments B} BROWSE

Ticket Status

-Unchanged- 4

00:01:46 PAUSE RECORD RESET

The 'Post Internal Note' screen will be displayed. Enter the details required in the 'Post Internal Notes' screen.

+  Note Title: Enter the title of the note.
+  Note Details: Enter the description of the note.
«  Attachment: Attach your file (for example: company logo) to the internal note from your mobile device.

> Post Internal Note

Ticket# 451

Note Title
Summary of the note

Note Details *
_Start writing your note details here

Choose File

8 -

Documents My Files

+  Choose the path of the file from your mobile device and tap 'DONE'.
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Screenshots
() = Screenshot_.-182125.png
O &% Screenshot_.-182114.png

Screenshot_..-182104.png

O = Screenshot_..-1 62639.png
O Screenshot_..-162636.png
O Screenshot_..-162338.png
O Screenshot_..-162325.png

Screenshot_..-162320.png

O : Screenshot_..-162315.png

« Ticket Status: Select your ticket status.

> Post Internal Note POST

Ticket# 451

Note Title

for internal purpose

Note Details *
confidential ticket details

Attachments B} sBRrOwsE
Screenshot_20161209-182104.png X

Ticket Status
-Unchanged--

00:03:59 PAUSE RECORD RESET

«  Tap 'Post' after you entered the details of internal notes.
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3 Settings

The 'Settings' option allows you to choose which types of tickets you want to be notified about.

To access the settings screen, click the action menu at top-right then click 'Settings":

" Dashboard 5 c

Notifications (0)

Open Ti

Tickets whil About

My Ticke
Your assign Logout

&

Overdue Tickets 230

Tickets not completed before due...

Unassigned Tickets 222

Tickets not assigned to any staff

Closed Tickets 198)

Tickets closed by staf

Billable Time and Cost

Billable time and cost

#) Users and Organizations

Manage your users and organi

©0000060

The 'Push Notifications' screen will open:

> Settings

Push Notifications

Select categories of push notifications you would
like to receive

Ticket assignment v
Send only for my tickets ﬁ

New unassigned ticket ]

Reply or response on ticket L]
Send only for my tickets

Ticket close/reopen ]
Send only for my tickets

Ticket overdue/notdue ]

Send only for my tickets
Ticket answered/unanswered ||
Send only for my tickets

Ticket update ]

Send only for my tickets

You can choose whether you want to receive notifications about 'Ticket assignment', 'New assigned ticket', ‘Reply or
response on ticket', 'Ticket close/reopen’, 'Ticket overdue/notdue', 'Ticket answered/unanswered' and 'Ticket Update'.

The 'Ticket assignment' notification will be selected by default. Enable 'Send only for my tickets' if you only want to

Comodo One Mobile - User Guide | © 2020 Comodo Security Solutions Inc. | All rights reserved. 45



Comodo One Mobile - User Guide’ ZEE

receive notifications about your own ticket.

4  About C1 Mobile

The 'About' screen shows product version number and copyright details. Tap the action menu then select ‘About' to

view this screen.
> Dashboard 2 c

Notifications (0)
Settings
E Open Tic
Tickets whil About

My Ticke
Your assign LOQQUt

Overdue Tickets

Tickets not completed before due...

Unassigned Tickets
Tickets not assigned to any staff

(o]
L]

7

Closed Tickets

Tickets closed by staff

Billable Time and Cost

Billable time and cost

L

Users and Organizations

Manage your users and organi

000069

The 'About' dialogue will be displayed.

COMODO ONE

Version:1.16.3

© 2015 COMODO Security Solutions.
All Rights Reserved.

The information displayed will be as follows:
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«  Product Name - The full name of the product
+  Product Version - The version number of the product
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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
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