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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 system allows help desk staff to
respond to and manage tickets raised by users, reassign them to other departments or organizations, generate
reports, manage time-sheets and more.
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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.
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« Ticket Creation - Allows users to raise tickets in multiple ways - via email, over phone to staff members
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
and warnings to match.

- Ticket Categories - Ticket Categories, in combination with custom forms, can be used to gather better
information from customers and to assign tickets to specific departments. Ticket Categories can be
configured with a basic workflow, allowing automated re-assignment of tickets to different departments/staff
at successive stages, with different SLAs.

«  Custom Forms and Fields - Custom forms are designed to gather the precise data your support
department needs from end-users in order to solve an issue. Custom forms and fields can be provided with
ticket categories to route tickets to the correct department and so cut down response time.

«  Ticket Filters - Ticket filter rules ensure tickets matching certain criteria are assigned to specific
departments/staff members 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 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 canned responses so
staff can quickly answer routine enquiries. FAQs can help customers find answers to common questions
and so reduce the number of tickets submitted. Resolved tickets also can be posted to the knowledgebase.

+  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 track staff working hours and evaluate their
performance. 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'.

«  Calendars - Create appointments and events.

- 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:

+  An organization does not have a contract

«  The contract with an organization 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.
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+ Introduction to Service Desk Module

«  Quick Start
+  Logging-in to the Service Desk Module
«  Service Desk Staff Panel

- Staff Panel Dashboard

- Manage Users and Organizations
«  Manage Tickets

+  Manage Knowledgebase

+ Manage Projects

« Manage Staff Time Sheets

+ Manage Calendars

1.1 Quick Start

This tutorial explains how staff can add end users who needs support, create organizations, add knowledge base
articles and manage their time sheets.

- Step 1-Login to the Admin Console
« Step 2 - Enroll Users
- Step 3 - Assign Users to Organizations and creating new Organizations
- Step 4 - Create service contracts for Organizations
+  Step 5 - Manage Tickets
«  Step 6 - Manage the Knowledgebase
- Step 7 - Manage Your Time sheet
Step 1 - Login to the Admin Console

To access the Service Desk Module, login to C1 with your user name and password at
https:/lone.comodo.com/app/login
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ONC

COMODO

Great to have you back!

Username
Password

D Remember Me Forgot password?

SIGN IN

Mew here? Create an account

£ the ANOrCId Ap)
.' Apple Store 5 GOOGLE PLAY

Enter your credentials and click 'Login'.

If two-factor authentication is setup for the account then follow the on-screen instructions. The instructions
will tell you how to configure the authentication application on your iOS or Android device.

+  Open the Google Authenticator app on your paired device and enter the displayed code. Please
note this code changes frequently.

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

By default, Service Desk will open at 'Staff Panel' > 'Open Tickets'.

Step 2 - Enroll Users

Click > 'Staff Panel' > 'Users' > 'User Directory'
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’
All users, whether self-enrolled or manually enrolled, can be added to organizations as explained in step 3.

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

This section explains how to add individual users:

C1
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To enroll new users
«  Open the 'Staff Panel'if it isn't open already (last link in the left-hand menu)
«  Click 'Users' then select 'User Directory'
+  Click the 'Add New User' link at the top

User Directory

@ Add New User

ﬂ 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

«  Email Address: User's email address. After registration, users can login to your support web
portal using the email address as username.

«  Full Name: The first and last names of the user.
«  Phone Number: The contact number of the user.
+ Internal Notes: Enter any notes regarding the user.

« Register with Default Settings: Select whether the registration should use the settings in 'Admin
Panel' > 'Settings' > 'Users'

+  Leave selected if you want to use the default settings.
+  Deselect to choose a different registration method.
«  See User Registration Settings in the Service Desk admin guide if you need help with this.
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Register with Default Settings

= Register users manually
Register with activation email

Register with a temporary password

- Register users manually - Register by selecting a user in the 'User Directory' area and
clicking the 'Register' button.

+  Register with activation email - An enrollment 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)

Register with Default Settings

Register users manually

Register with activation email

@imer with a temporary passu?_tzr_@:)

Temp. Password:
Confirm Password:

Password Change: Require password change on first login

+  Enter a temporary password and re-enter it in the respective fields
+  Select 'Require password change on first login' if you want the user to reset their password on
their first login

Once registered, you should communicate the URL of your web-portal and the password to the
user. Users can login using their email as user name, along with the password that you sent. If
'Require password change on first login' is enabled, the user will be asked to change the password
on his/her first login.

+  Click 'Add User'.
The user will be added as a guest user or registered user depending on the account registration. Once registered,
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you can manage their account and assign them to an organization.

You can also import users from a .CSV file by clicking the 'Import' button. The process of enrolling users is the same
as explained above. See Manage Users and Organizations for more details.

Step 3 - Assign Users to Organizations and create new Organizations

An organization is a customer entity, 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 organizations from both the 'Organizations' and
'User Directory' interfaces.

There are two options to create an organization:

«  Create an organization in the Comodo One Interface (preferred)
Organizations that are added to C1 are fully managed, meaning they will available for selection in all
integrated modules (Service Desk, RMM, Patch Management and ITSM).

To create a company in C1, click 'Management' > 'Customer' > ‘New Customer'. Please note, only
administrators with appropriate privileges can add new customers.

+  Create an organization in Service Desk.
Organizations created in Service Desk itself will not be visible in the C1 interface nor available to other C1
modules.

To create an organization in Service Desk, click 'Staff Panel', > 'Users' > 'Organizations' > 'Add New
Organization'.
You can also create a new organization directly from a user's detail screen.
To assign users to an organization
«  Click 'Users' then 'User Directory' on the left
The list of users will be displayed.
«  Click the user name that you want to assign an organization

In the user details interface, click the link 'Add Organization'

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 9
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User Page
Feller :
Marmas  OF Folir Status - Active (Registered)

Emall : rellef@yopmail.com Created 05/10/2017 12:38 pm

Updated : 05/10/2017 12:38 pm
Organizatio

Organization for Feller

-
1 Search existing organizations.

Create New Organization: Details on user arganization

Name: *
‘Web Domain: *

address

Fhone: Ext:
Website:

nternal Motes:

In the 'Organization for <user name>' screen, search for the organization in the search field.
You can assign the user to an existing organization, or create a new Organization and add the user to it.

+ To add the user to an existing Organization, type the first few letters of the Organization name in the search
field. After choosing an Organization, following confirmation dialog will appear:

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 10
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Organization for Feller

L
1 Searchexisting organizations

=.= ACME Corp.

Organization Information

Web Damain acmecorp.net

Address: Green Mountain Side,
Alabama.

Fhone

Weabsile: ACMBCOrp.com

Internal Motes Ammunition Business

«  Click 'Continue'".
The user will be added to the organization and will be displayed in the 'User Details' screen.

« Toadd a new organization, enter the details of the organization under 'Create New Organization: Details on
User organization'.

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. "
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Organization for Feller

1 Search existing organizations

Create New Organization: Details on user arganization

Name: *
Web Domain: *

Address

Phone: Ext:
Website:

nternal Notes:

See 'Managing Companies' and 'Managing Organizations' for more details about the details to be entered on
adding a new organization.

+  Click 'Add Organization'
The new organization will be added to Service Desk and the user will be added to the new organization.

To add a new organization in Service Desk

Reminder. If you add an organization via the service desk interface, it will not be visible in the C1 interface nor
available to other modules like ITSM. The preferred method is to add an organization via the C1 interface as
explained above.

To add a new organization in service desk:
«  Click 'Users' on the left then 'Organizations'
«  Click the 'Add New Organization' link at the top

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 12


https://help.comodo.com/topic-289-1-716-8483-Managing-Companies.html

C1 - Service Desk - Staff Guide ZETE

=3

= Comodo One » Service Desk > Users » Organizations

Organizations

Show 10 records T

@ Add New Organization -t! Export to G5V

IISFRS = MREATEN &

Add New Organization

1 Complete the form below to add a new organization.

Create New Organization: Details on user organization

Mame: *
Web Domain: *

Address:

Phone: Ext:
Website:

Internal Notes:

The 'Add New Organization' screen will open:
+  Name: Enter the name of the organization.
«  Web Domain: Enter the registered domain name of the organization.
+  Address: The address of the organization.
+  Phone: The contact number of the organization.
«  Website: The URL of the organization's website.
+ Internal Notes: Enter any notes regarding the organization.
After completing the form, click the 'Add Organization' button. Staff members can now configure the organization's

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 13
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settings, users and billing rates. See 'Managing Organizations' for more details.

Step 4 - Create Service Contracts for Organizations

Service contracts allow you to specify billing rates, contracted hours and fees for your customer organizations.
Tickets that you work on for the organization will reference the rates specified in the contract.

Each contract contains:
+  Acontract fee (weekly/bi-weekly/monthly/yearly)
»  Pre-paid service hours per billing cycle. These hours are covered by the fee. (optional)

« Acharging plan which bills custom rates for work on specific assets (e.g. printers, laptops, mysq| etc), or
work of a specific type (telephone, on-site, remote). (optional)

Time spent on tickets for the organization which fall within the number of pre-paid hours will be covered by the
contract fee.

+  Hours which exceed the pre-paid hours will be charged at the rates in the specified in the charging plan
assigned to the contract.

+  Charging plans can be created and managed from the admin panel ('Admin Panel' > 'Manage' >
'Charging’)

+ If no charging plan exists for the contract then global asset rates specified in the default charging plan are
consulted.

+  The default charging plan can be managed in the 'Admin Panel' > 'Manage' > 'Charging' interface.
For a complete understanding of charging, see How charging works in Service Desk

For more details on contracts, see Manage Contracts.

To create a contract:
«  Click 'Admin Panel' > 'Finance' > 'Contracts', in the left-hand menu
+  Click 'Add Contract' at the top

The 'New Contract' form will open.

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 14
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New Contract

General Information

Contract |
Mame: *

Company: * — Select Company — v

Contract
Details:

Start Date: ®

End Date: *

Contract Parameters

Fee:
Billing Peried: Monthly v
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:
Remote:
Telephone:
Charging Method
Charging: Default Charging v Not now

«  Complete the form as follows:

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 15
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General Information

«  Contract Name - Enter a short label for the contract. For example, you may want to name the
contract after the company it is for.

«  Company - Choose the customer who the contract is for.
«  Contract Details - Enter a short description of the contract
- Start Date - Click the calendar icon to specify the date from which the contract is effective
«  End Date - Click the calendar icon to specify the date the contract ends
Contract Parameters

+  Fee - Enter the subscription fee for the services you provide (optional).

+  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.

« Ifnofee is specified, then no recurring fee is charged to the customer. You can still set hourly
rates for the customer by adding a charging plan, or by using global asset rates to define your

charges.
- Billing Period - The billing cycle at which you will charge the contract fee (if any). The available
options are:
« Weekly
«  Bi-Weekly
«  Monthly
«  Yearly

«  Any prepaid hours that you define are tied to the billing period that you choose.

+  Unused Hours - Choose whether or not any remaining pre-paid hours at the end of a billing
period should be carried over to the next period. 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 can distribute pre-paid hours over different support service types if required
(including on-site, remote and telephone support).

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

Note: If 'Unused Hours' option is set to 'Carry forward' then the remaining pre-paid hours of each service type will
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/
/

‘ be carried forward to the next billing period for the respective service type.

Charging Method
+  Charging - Select a 'Charging plan' for the contract. If you do not want to choose a charging plan
at this moment, select 'Not now'.

«  Charging plans allow you to set a default hourly rate, and custom hourly rates for specific
types of work.

«  Charging plans only kick in after any prepaid hours have been used up.

«  Charging plans can be created and added to contracts by going to 'Admin Panel' > 'Manage >
‘Charging'.

+  For more details on charging plans, see https://help.comodo.com/topic-289-1-625-12458-
Manage-Charging-Plans.html..

+  If you do not apply a charging plan then global asset rates will be applied for sessions that
exceed the pre-paid hours.

+  Clobal asset rates can be defined in 'Admin Panel' > 'Assets' > 'Manage'. For more details on
global rates, see https://help.comodo.com/topic-289-1-625-7842-View-and-Managing-
Global-Rates-for-Assets.html..

«  Click 'Save' after completing the form. The new contract will take effect for interactions with the customer
from the start date mentioned in the contract.

Step 5 - Manage Tickets

Tickets raised by users can be viewed and managed in the 'Tickets' section of the 'Staff Panel'.

]
Service Daak | = Comodo One » Service Desk + Tiokets » Open
DASHEOARD
Open Tickets
\FSERS
-
[£) NicsETs v dutwnow Hhow Himcents . 2 5
e Ticdowt
LAST UPDATE BIVED ASSIHID
O TmokETe o SUBJECT & FROM & FRIORITY & Lo i ORGANIZATION &
Wy Ticharis (3}
Unasaigned {312
O =S D120 1203pm  Prowds socess o come rational services  Mormal frontfork
Angeered (D)
Dvertae [71) 0 =z D120 T 48 am  Service reguies for printer regizn Normal froion
Chcaend (140} i R c ;
O DSV142008 11 20am  Gersenats the thind party Fmntistuce Mormal DESKTOR-DEDSV.LI
[—
Mol O 357 /1472018 %47 am Bucured Monitor [Suspiciow . Sentistute Mormal DESKTOR-DECSV.LI
RehRadsait) | 15 5142070 %42 am Segond Monfor [Suspicious .. dwantistude Mormal DESKTOP-DEOSV.L)
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CALENDURS | D5/14/2018 %37 v Bl Monior [Susgicion ... Senlislude Mermal DESKTOR DECSVLY
] D9V 1472090 937 arm Smcnd Monsor [Suspicious . feantishude Mormal DESKTOR-DEOSY.L
PROJECTE

<changed image>

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

«  Click afilter to view all tickets with a particular status. Click any ticket number to open the ticket details
page.

«  The ticket details page allows you to view ticket history, reply to the ticket, reassign it, add materials and
more. For full details, see 'Managing Tickets'.
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A
= 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 to your requirements in 'Admin Panel' > 'Settings' >
‘Tickets'. See 'Ticket Settings and Options' for more details.

Step 6 - Manage Knowledgebase
The 'Knowledgebase' allows you to:

+  Create a set of FAQs which will be shown in your customer portal to help users find answers to common
problems.

- Create FAQ categories. You have to place FAQs in a category. For example, you can create a FAQ
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.

To create an FAQ:
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1. Click 'Staff Panel' > 'Knowledgebase' to open the interface:

=2 Cormodo One » Sorvice Desk » Knowledgebase » FAQs

Frequently Asked Questions

All Categeries ! m

all Catagaries ¥

All Drganizations

all Assets

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

B Check cal (1) - Public

2. Create an FAQ category.

+ Individual FAQs must be assigned to a category.

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

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

3. Create your FAQ
«  Go to '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 the Knowledgebase' for more details.
Step 7 - Manage Your Time Sheets
The 'My Time Sheets' interface allows you to:
«  Create time sheets to record your activities
+  Submit time sheets for approval
+  You can enter activities manually and / or import tasks from tickets
To create a time sheet
+  Click 'My Time Sheets' on the left then 'New Time Sheet'
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/
/

Service Desk Co do One » Service D=sly » My Time Sheets ¢ Mew Time Sheet

View Time Sheet
), useng »
& oo e s
= | TICKETS
5 KHOWLEDGERASE >
Set Time Sheet's Period
P ™
Wisnky
Template
Celmct Templats w
AT ==

«  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 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 1st to 30th/31st 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.

= Comads One » Service Desk > My Tame Sheets >New Time Sheet

View Time Sheet

- Save Update Ticket’s Data m Time Tone+a5 30

SUN MON TUE WED THU FRI SAT

ACTIEY T D4/320 08/01 0502 05/03 08/04 05/08 05/ 06

A new sheet will be added for the date range with a status of 'Not Submitted'. You can update activities on the sheet
and click 'Save'

To update a time sheet
+  Click the time sheet to be updated, from the 'My Time Sheets' interface
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e |
= Comodo Ong * Sarvice Dask » My Time Sheats » Mot Submittad

Time Sheets

Show 10 recards v

PERIOD & HOURS 2 STATUS &
28024017 - 20N 6-07-2% Mot Submitted
@ 05:0000 Mot Submitted

& Pray 1 Mexte

= Comodn Ome » Sen ite Dask

View Time Sheet

[ sme [l updato Tickers paa Time Zone-+05:30

TIVITY SUN MON TUE WED THU FRI SAT
e e 04/30 oE/o1 0502 05/03 05/04 0505 OE/DE

05:00200 30000

Total 05:00000 05:00:00

The screen for updating the time sheet will open, displaying each activity in a line, total time spent on it and time
spent on them on each day in the time period covered by the time sheet. The screen displays the first week, within
the period by default. To view the details on the previous or next 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.

Time Zon:+05:30 Next Waak >

MON TUE WED THU FRI SAT
05/01 05/02 0503 a5/04 05/05 05/06

Misc Add New Ling

@ Sewe  Please Confirm

Tatal
Arg yau sure yau want 1o RELDAD the time shest with ticksts?
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+  Click 'Yes, Do it!" in the confirmation dialog
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

"W Update Ticket's Data m Time Zone:+15:30

SUN MON TUE WED THU FRI SAT
&0z 05/04 0505 05/06

ACTIVITY TIME
D4/30 05/ 05/02

licket 222 01:33:38

]

Misc Add Mew 1€

B Soverupdate 05:00:00

063338

lota

+  Click 'Save' for your changes to take effect
+  Tomanually add an activity, click '‘Add New Line'

Time Sheet Entry
Aty
Update Tickel's Data

Sun 04a/30

Man 05401

B | Serverupdate 05.00:00 Tus 05,02

Total 06:33:38

wed 05003
Thiu 05/04

Fri 0505
a1 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.

22
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Activity:*

Windows 05 update

Sun 04/30

Mo 05/01

07:00:00

Tue 05/02
0500:00
CHOOSE TIME
Time 05:00:00

Hour
Minute

Second

G

+  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
sy | e ol L TR
2 = 1:33 [ 8
Alse
=] Rall: 05:00: 00 50000
B Windows midarts 18:00:00 070000 O5:00:00 06 DO0a
ol 4:33 F0000 QD000 073538

- Click "Save' for your changes to take effect
You can update the activity at any time by clicking on it.

+  To remove an activity, click the trash can icon beside it.
+  To submit the sheet for administrator approval, click the 'Submit' button from the top
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1.2 Login to the Service Desk Module

To access the Service Desk Module, login to C1 with your user name and password at

https:/lone.comodo.com/app/login
ONC

cCoOMODO

Great to have you back!

Username
Password

l:l Remember Me Forgot password?

SIGN IN

MNew here? Create an account

x Availabl thie Androld Ap
.' Apple Store 5 GOOGLE PLAY

+  After logging in to C1, you can open the service desk module by clicking 'Applications' > 'Service Desk":
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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

Admins with appropriate privileges can setup two factor-authentication for additional login security. This can be
enabled in Comodo One by clicking 'Management' > 'Account' > 'Account Security Details'. See Setting up Two-
Factor Login Authentication in the C1 admin guide for help with this.

2  Service Desk Staff Panel

«  The 'Staff Panel' allows staff (aka 'agents') to manage their tickets, create new users, edit organizations,
manage knowledge-base items, manage projects and update their time sheets.

- Staff members are enrolled by administrators. The permissions of a staff member are determined by the
role to which they are assigned (‘Admin Panel' > 'Staff' > 'Roles") and the department to which they belong
‘Admin Panel' > 'Staff' > 'Departments’).

«  Staff Members that are given admin permissions can also access the admin panel.

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 25


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

cCOMODO

Creating Trust Online®

& Comadoone +5enice Deak ¢ Dashbnasd + Coshboarm

a LA e
Ticket Activity
g [owe by Open Tickelx Ticksts Caming Dus
Wty Fralle
IEET;
TICKETS ‘
EDSTRASE O Mawiz) O e Todey (1)
o Q) Orardue (1] Due Tuﬂz;.l O Do Tosmanos |1
iy TIME SHEETS 2 Winting Cusitmes {10 1 €3 Duiw bt 7 Dage (71
CALENDERT
FPROJECTS
Al PAREL
Himtory
mau| Tisaliame ] Pt upmisdy v Oreup by by v m
Wansd  @umrasnsd  @emTsd  Gamiged  @oerdus  coesd  @scpersd  @onissd  @oslesc  @vemig
]
[ ll'|
i [ \
| |
L [ ] f ] |
Y A !
| | |'h' '.I 4 .""-.'. |I |
e e AN A VY (O
-F‘;‘ ) & @.r- _,@" & q“-'-i“:' -.;‘n :&n S o ‘?-P 20 ri"“-P 3}“ & 'P:'- #:;Pa :;f.c.
F 5 AT o 1r
A ¢ & Piccc ool oo 5 5 A
Etatiaties
Dapartmeni Tapic staff cunce Frierity oty Hour
Tatal for period:
Mariensrce Sales Huppard
il | |
0 Rzaigmed
Crearchus [T
609 8 o 17
O Reopsnes i
1 ) Cudated 19)
O W 0 W]
AR Ehi el
*.., .
L
Hankriaray ]
2 ?
L= 17—

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

«  Dashboard - Allows staff to view a graphical summary of ticket activity, including their 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.

«  Users - Enables staff to add/import users and edit organizations. The section also allows staff to assign
users to organizations so as to keep track of billing details. See Managing Users and Organizations for
more details.

+  Tickets - Allows staff to manage tickets created by users as well tickets created by staff members on behalf
of users. Open, unassigned tickets can be claimed by staff members (depends on Service Desk settings).
See Managing Tickets for more details.

- Knowledgebase - Allows staff to create FAQs that can be hosted in the end-user web portal. Staff can also
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create canned responses that can be used when responding to a ticket. See Managing Knowledgebase
for more details.

+  Projects - Allows staff to create task-orientated projects which span multiple tickets, departments and
agents. See Managing Projects for more details.

« My Time Sheets - Allows staff to create and update their time sheets and submit them to administrators for
approval. Time sheets allow admins to evaluate staff performance and track their working hours. See
Managing Staff Time Sheets more details.

« Calendars - Allows staff to create appointments. Appointments can be be shared with and tracked by other
staff members. See 'Managing Calendars' for more details.

Various interfaces display a informational tool-tip “* beside key features. Click the tool-tip to view quick help on the
feature.

2.1 Staff Panel Dashboard

The staff panel dashboard contains three areas:
«  Dashboard - Provides a graphical summary of ticket activities and related statistics.
- Staff Directory - Displays the names of staff enrolled into Service Desk.

My Profile - Allows the currently logged-in staff member to configure settings such as time zone, preferred
language and more.

The following sections explain more about:
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« Viewing the Dashboard and Exporting Reports
+ Viewing Staff Members
« My Profile

2.1.1 View the Dashboard and Export Reports

«  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 statistics and charts about tickets assigned to the staff member.

+  Click the 'Dashboard' tab to open this dashboard.

Ticket Activity
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Ticket activity contains the following sections:

«  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.
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O Mew (2)
O Overdue (272)

(O Waiting Custormner (10)

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

A heads up on tickets that are due in the near future:

Tickets Coming Due

O Due Today (1)
O Due Tomaorrow (1)

O Due Next 7 Days (2)

+  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.
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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".
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'.

Satistics

Department Topics stalf Source Priority My Hours

Tatal for pericd:

Baintenance Sales Suppart

Created (517) Created (5] Created (17)

| ) Assigoed (37 O ksigred (10 Q) Assigred (11
Cerin (206] ’\ s (T} Chvsichs 1)
61 1 O Cloaed (337 B O Chesed 0} 1? O Clased (5]
0 Reopaned [4) O Racpancd [0 ) Reopaned [5)
I ) Dieleted {14) J ) Deletad (9] ) Debated (2}

O Waminge (0 O Waming= (0 O Wamings (0

At the moment:

.
L ]t q
Maintenarce mm i
Suppert 13

«  '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)

Exporting 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.

2.1.2 View Staff Members
The 'Staff Members' screen lists the name, department and contact details of all staff enrolled in service desk.

+  Click 'Dashboard' > 'Staff Directory' to view the staff members screen.
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Staff Members
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MAME & STATUS & ROLE 1§ EMAIL ADDRESS & DEFARTMENT & CREATED & LAST LOGIN &

Exsam Ship Tachnician Oeg Subi) el R o Suppam O 2EA01E 1104 am D1/40/001 7 508 am

ak Tachnician Org anb@yahoo coin Suppan 012017 642 am

Sorting the items
+  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 enrollment.
+  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.

2.1.3 My Profile

"My Account Profile" allows staff to edit their name, email address, phone numbers, language, time zone and more.
+  Click 'Dashboard' > 'My Profile' to open this page
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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.

- 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
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by administrators.

+  Default Paper Size: 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.

2.2 Manage Users and Organizations

Tickets can be submitted to service desk by end-users using your customer help portal. Admins have the
option to require registration, or to allow unregistered users (guests) to submit tickets.

«  Users and guests can be assigned to an organization in order to keep track of billable hours on a ticket.

«  The 'Users' link on the left allows staff members to add/import users, add/edit organizations and configure
various settings.

«  Click 'Staff Panel' > 'Users' to access the users area:

Service Desk = Comodo One > Service Desk » Users > User Directory

DASHBOARD

User Directory

& users v
(®) AddMewUser yimport K ExporttoCSV

User Directory

Organizations

O NAME & EMAIL =

TICKETS
national services (1) comadoc] ail.co

KNOWLEDGEBASE H o

O region (1 cmaill@yahoo.com
MY TIME SHEETS

O Herculespopular?? (23) herculespopular22(@gm
CALENDARS

[l Avantistude (415) avantistude@gmail.com
PROJECTS "
ADMIN PANEL « Prev

Refer to the following sections for more details:
- Managing Users
- Managing Organizations
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2.2.1 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 or by email.

«  The 'User Directory' interface lets you add and manage users.

+  Users can be manually added to service desk or imported from CSV file. Users can also be
assigned to organizations.

«  Admins/staff can create a support ticket for a new user. The new user will be automatically enrolled
as a guest user.

«  Non-registered users that create tickets will also be added as guest users.

«  Guest users must be registered in order to login into your support portal to create tickets. The login
abilities for the users can be configured in Admin Panel > Settings > Access Control Settings
interface. See Access Control Settings in Service Desk admin guide for more details.

«  Users can be registered in two ways:
« By sending an enrollment email with an account activation link
- By setting a temporary password for the user to login to the support portal

«  Endpoint users enrolled to ITSM can submit tickets by right-clicking the ITSM icon in the system
tray. The endpoint user will be automatically added as a Guest User in Service Desk. You should
manually register their user account to enable them to login to your web portal. See Register a
User for more details.

To manage users
+  Open the 'Staff Panel' if it isn't open already (last link in the left-hand menu)
+  Click 'Users' > 'User Directory' to manage users.

«  The 'User Directory' lists all registered users and guests, and allows staff to add, remove and update users.

User Directory
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Organizations
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i TIE SHEETS

[N] Eovcasodingd = herculepopeion 22 Py oo Gueal IR ZB0E 1027 am DRZR 0 NE T0ET e CTFZO O E VL3 arn
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O s o svarfntecegmail com ] 0787018 1020 wm B7B01E 10:30 wm SR BAITEE 327 pm
FROLECTS

ALK FARLL * Prey 1 (L]

You can modify the table columns by clicking 'Customize Columns'. See Modifying Table Columns if you need help
with this.
Staff members can perform the following tasks from the user directory:

+ Add users

» Register a user

- Edita user

+ Delete a user

+  Send password reset / activation email to the user
« Manage account access

+ Add forms
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+ Add a user to an organization

«  Manage tickets raised by a user

+  Create a new ticket on behalf of a user

«  Export users list
« By default, the 'User Directory' interface displays basic details about each user in six columns.
« You can add or remove columns by clicking the 'Customize Columns' button.

+  The following is a list of all possible columns:

User Directory - Table of Column Descriptions

Column Header Description

Name The name of the user. The number beside a username shows the number of tickets they
have submitted. Click on the user's name to view the tickets they have created.

Email The email address of the user.

Status Indicates whether the user is a registered or guest user. The relative privileges of guest and
registered users can be configured in 'Admin Panel' > 'Settings' > 'Access'

Created The date 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.

The following columns can be added by clicking the '‘Customize Columns' button. See the explanation of Modifying
Table Columns for more guidance on this.

Organization The organization to which the user belongs.

Phone Number The contact phone 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.

Sort items
By default, the user whose ticket was last updated is displayed at the top.
+  Click a column header to sort items in ascending/descending order

The 'Show records' drop-down on the right lets you select the number of entries displayed on the page. The options
range from 10 records per page up to 100. The default value can be set in the 'My Profile' interface. You can
navigate to different pages by clicking 'Next' and 'Prev'.

Search Option

«  The 'Search' field allows you to filter by name and email address. Staff members matching your parameters
will be automatically fetched.

+  Clear the search field to return to the all-user view (or simply click the 'User Directory' link on the left).
Add users

+  Users can be added manually or imported from a list

«  Anon-registered user that raises a ticket in the support center will also be added as a guest user.

+  You can create new support tickets on behalf of new users. The user will be automatically added as guest
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user to Service Desk

«  Guest users can be registered by activating their account. Only registered users are able to login to your
support web portal to manage/create new tickets.

«  Endpoint users enrolled to ITSM can submit tickets by right-clicking the ITSM agent on the system tray icon.
The endpoint user will be automatically added as Guest User in Service Desk. You should manually register
their user account in order to enable them to login to your support web-portal to track their tickets and
create new tickets. See Register a User for more details.

«  Admins can configure the privileges of guest and registered members in 'Admin Panel' > 'Settings' >
‘Access'

+  Once added to service desk, users can be added to organizations in the 'Organizations' screen.
The following section describes how to add users from the 'User Directory' screen:

+  Manually add a user

+ Import users from a CSV file
To manually add a user

+  Open the 'Staff Panel' if it isn't open already (last link in the left-hand menu)

+  Click 'Users'

+  Click the 'Add New User' link at the top

User Directory

@ Add New User

“ Import i’. Export to CSV

NAME = EMAIL =

Create New User

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

Internal Motes:

Register with Default Settings
Default timezone: GMT -5.00 - Eastern Time (US & Canada), Bogota, Lima
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The 'Create New User' screen will open:

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. The user can login to the your support web
portal using the email address as username, after registration.

«  Full Name: The name of the user.

+  Phone Number: The contact number of the user.

+ Internal Notes: Enter any notes regarding 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 > Users interface. See User Registration Settings in Service Desk admin guide 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 - 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)
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Register with Default Settings

Register users manually

Register with activation email

@iﬂer with a temporary pass@

Temp. Password:

Confirm Password:

Password Change: Require password change on first login

Enter a temporary password and re-enter it in the respective fields
+  Select 'Require password change on first login' if you want the user to reset their password on
their 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 on first login' is enabled, the user will be asked to change the password

on his/her first login.

«  Click 'Add User'.

The user will be added as a guest user or registered user depending on the account registration. Once registered,
you can manage their account and assign them to an organization.

To 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.

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

The 'Import Users' screen will appear.

The 'Copy Paste' method allows you to import users with name and email details only.

+  Enter full the name followed by a comma and the email address of the user.

cCOMODO

Creating Trust Online®

Tip :Click 'Example CSV File' to download a sample file with all fields complete.

«  To import more users, add more user details in subsequent lines.
+  Click the 'Import Users' button to add the users as guest users.
The 'Upload' method allows you to import users from a CSV file.
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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.

+  To add more user fields to the 'Upload' tab, go to 'Admin Panel' > 'Manage' > 'Forms' > 'Contact
Information'. See 'Forms' for more details.

+  Click the 'Browse' button and navigate to the CSV file in your computer and click the 'Import Users' button.

«  The users will be imported. Users will be added as guests, or their user account activation will be started as
per your default settings.

«  The default registration settings are configured from the admin panel. ('Admin Panel' > 'Settings' >
'Users'). See User Registration Settings in the Service Desk admin guide for more details.

Register a user

A guest user can be registered by a staff member from the 'User Details' screen. Users can also register by
themselves by signing up for an account at your support center page.

To register a guest user
«  Open the 'Staff Panel' if it isn't open already (last link in the left-hand menu)
+  Click 'Users'
+  Click the name of the guest user who 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

The user registration screen will open:

«  Complete all required fields then click the 'Create Account' button. The account will be created with the
status 'Locked (Pending Activation)'. The account needs to be activated to enable the user to access the
portal and create support tickets.

Activation can be done in two ways:

«  Through an activation email
+ Using a temporary password
User Account Activation through Activation Email

- Select 'Send account activation email...'
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+  Select the time zone to which the user belongs
+  Click 'Create Account'

The user will be added with the status Locked (Pending). An activation email will be sent to the user. After
clicking the activation link in the mail, the user will be asked to configure his/her password. Once activation
is complete, their status will change to 'Active (Registered)'.

SU PPORT c E N T E R Elizabeth Ford | Profile | Tickets {0} - Sign Out

Support Ticket System

& 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

Email Address: ftinlizzie@yahoo.com

Full Hame: Elizabeth Ford

Phone Number: | Ext

Preferences

Time Zomne GMT -5.0 - Eastern Time (US & Canada), Bogota. Lima r

Access Credentials
Current Password:

Mew Password

Confirm New Password

Update || Resst | Cancel

User Account Activation using a temporary password

«  Select 'Register with a temporary password'
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raleighallsteel@gmail.com

Q 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

«  Enter a temporary password and re-enter it in the respective fields
+  Select 'Require password change on first login' if you want the user to reset their password on
their first login
+ Timezone - Select the time zone to which the user belongs
+  Click 'Create Account'

The user will be 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 on first login' is enabled, the user will be asked to
change the password on his/her first login.

Tip: Your Service Desk web portal can be accessed through the URL
<your_subdomain_name>.servicedesk.comodo.com.

Edit a user
+  Open the 'Staff Panel' if it isn't open already (last link in the left-hand menu)
+  Click 'Users'

«  Click the name of the user:
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User Page

Status - Active (Registered)

Created 07/15/2016 3:41 pm

Email : sam.b1&Eyalgoo.com

prlated - OF/15/2016 3-41 pry

N
Update Samantha

'o Please note that updates will be reflected system-wide

Contact Information: Please provide all the detalls

Emaill Address: * sam.b16@yahoo.com
Full Mame: * Samantha
Phone Number: 1234567899 Ext: 100

Internal Motes:

The 'Update User' screen will be displayed.

+  Edit details as required and click the 'Update User' button.

Note: You can also add internal notes about the user in the 'Update User' dialog.

Delete a user

You can remove users associated with an organization at anytime. Once a user has been removed, you have the
option to reassign their tickets to other users or to delete them from service desk.

Tip: Tickets added to the knowledgebase will not be removed.

- Toremove a user, click their name then click 'Delete User' in the 'User Details' screen.

«  The confirmation dialog gives you the option to remove the tickets associated with the user.

+  Click the '<NN> tickets' link in the confirmation dialog to reassign their tickets to a different user
before removing them. For more details, see explanation of reassigning tickets in Ticket
Details.

Note: You cannot remove a user who still has tickets associated with them.
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User Page

Samantha

Manage Account

Delete User: Samantha

Em
am
ot
A Debeled users and tickels CANNOT be recovered
Usi Samantha
. =sam.blé@yahoo.comes
- Contact Information

! Fhone Mumber (123) 456-TES9 X100
Internal Motes
Test;

T JBJECT # ASSIGNED TO &
Delete 1 ticko! and any associated attachments and data
« Prev i Mexts

«  Click 'Yes, Delete User'
Deleted users cannot be 'restored'. If required, you can re-create the user by creating a new user account.

«  To delete multiple users, select the check-boxes beside them in the 'User Directory' interface and click the
'Delete’ button at the top.

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.

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

« 'Delete all tickets and any associated attachments and data' — Enable this if you also want to
remove any tickets created by the user

Send password reset / activation email to the user
The 'More' drop-down lets you reset passwords for active users and send activation emails to unregistered users.

«  Click 'Staff Panel' (if required) > 'Users' > 'User Directory'
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+  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 Locked (Pending Activation) Users

Manage Account

Manage Account m
= Send Password Reset Emal
Status : Active (Registered) C —) ) o &= Send Activation Email
& Manage Account Access Status : Locked (Pending Activation)
& Manage Account Access

A [ 47
Srsllb e At | e Created 04/25/2016 11:05 am
Updated : 07/15/2016 3:41 pm Updated : 12/07/2016 6:03 pm

I Manage Forms

To reset a password

«  Click the 'Send Password Reset Email' link

Please Confirm

Are you sure want to send Password Reset Link to sumestdomestic@gmail.com?

Please confirm to continue.

«  Click 'OK' to confirm sending the password reset email to the user.

An email containing the password reset link will be sent to the user. The user has to click the link then enter their
registered email address in the 'Forgot My Password' page. The user can reset his/her password In the 'Manage
Your Profile Information' page.

To activate a user

«  Click the 'Send Password Reset Email' link
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Please Confirm

Are you sure want to send Account Activation Link to hertriumph@gmail com?

Flease confirm to continue.

- Click 'Yes' to confirm and send the activation mail.

An activation email will be sent to the user. After clicking the activation link, the user can configure their password in

the 'Manage Your Profile' Information page. Once activation is complete their status will change to 'Active
(Registered)'.

Manage account access / User Information

Service Desk allows staff members to lock a user's account and disallow password changes.

«  To manage account access for a user, click their name then the 'More' button. Alternatively, click the
'Manage Account' button:

g .,
‘Managenmuunt m

= Send Activation Email

<& Hanage Account ACCESE

I Manage Forms

The 'User Information’ tab allows staff members to change a user's Organization and time zone:
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Samantha

& User Information & Manage Access

User Information:

Mame: Samantha
Email: sam.b16@yahoo.com

Organization:

User Preferences:

Time Zone: GMT -5.00 - Eastern Time (US & Canada), Bogota, Lime ¥

The 'Manage Access' tab allows staff members to configure a user's access to his/her account:
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Samantha

& User Information @ Manage Access

Account Access:

Status: Active (Registered)

Lsername:

MNew Password:

Confirm
Password:

Account Flags

Administratively Locked
Password Reset Required

User Cannot Change Password

Account Access

«  Username: Edit the user email if required.

«  Password Fields: Enter the new password and confirm it.
Account Flags

- Administratively Locked: If enabled, the user cannot access the web portal. However, the user can raise
tickets via email.

- Password Reset Required: If enabled, a reset password screen will be displayed when the user logs into
the web portal.

+ User Cannot Change Password: If enabled, the user cannot change his/her password.
Click the 'Save Changes' button for your updates to take effect.
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Add forms

By default, the contact information of the user is mandatory and staff members can add more forms to include more
details about the user.

+  To add more forms for a user, click on the name link in the 'User Details' interface, then click the 'Manage
Forms' link from the 'More' button at the right side.

Manage Account

= Send Password Reset Email

& Manage Account Access

@M anage FormD

The 'Manage Forms' for the selected user screen will be displayed.

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 fo the ticket.

Contact Information

G’) Add a new form to this ticket v

Add a new form to this ticket
Asset Information

Phane Mumber
Troubleshooting FAQ
Username

+  Select the required form to be added for the user from the drop-down. The forms that are listed here can be
configured in Admin Panel > Manage > Forms > Add Custom Form.

+  Click the 'Save Changes' button.

After adding the new form, staff can update a user's details by clicking their user 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:

«  Fill the details and click the 'Update User' button at the bottom.
«  Toremove a form for the user, click the 'Manage Form' button and then the trash can icon.
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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

Troubleshooting FAQ '@'
Asset Information
@ Asset Information

+  Click the 'Save Changes' button at the bottom.
Add a user to an organization

Adding users to organizations makes it easy to keep track of billable items associated with the user. Cost reports in
the admin panel show billing details for tickets assigned to an organization.

There are two methods of adding users to organizations. One method is to add users from the 'User Details' screen
and then assign Organizations to them. The other method is to first create' Organizations' and then add Users'. See

Managing Organizations for more details. The following method describes how to assign users to organizations
from the 'User Directory' screen.

To add a user to an organization, click their name in the 'User Page' interface, then click 'Add Organization'.
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Users » User Directory

User Page Organization for Samantha

Samantha

-
1 Search existing organizations
Name: [¥ Samantha

Email : sam b1 6@yahoo.com
Organization ;

Create New Organization: Details on user arganization

Mame; *
User Tickets Notes
‘Wb Domain: *
@ Click to creste a new nole
Address:
Phone: Ext
Wehsite:

Internal Motes:

You can assign the user to an existing organization or create a new organization and add the user to it.

- To add the user to an existing organization, type the first few letters of the organization name in the search
field of the user interface and then click the organization link.

After choosing an Organization, the following confirmation dialog will appear:
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Organization for Samantha

1 Search existing organizations.

s --.-Ll- | A
<earcn Dy name

=.= Dithers Construction Company

Organization Information
Web Domain:

Address:

Phone:

Website:

Internal Motes:

«  Click 'Continue'".
The user will be added to the organization and will be displayed in the 'User Details' screen.

« To add a new organization, enter the details of the organization under 'Create New Organization: Details on
User organization'.
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Organization for Samantha

1 Search existing organizations.

Search by name

Create New Organization: Details on user organization
Mame: *

Web Domain:

Address:

Phone: Ext:
Website:

Internal Motes:

See 'Managing Companies' and 'Managing Organizations' for more details about the details to be entered on
adding a new organization.

+  Click 'Add Organization'
The new organization will be added to Service Desk and the user will be added to the new organization.
Manage tickets raised by a user

Tickets that are raised by a user can be managed from the 'User Directory' interface. This screen enables staff
members to view and manage tickets created by users.

«  Click 'Users' > 'User Directory' > Click the user name > Open the 'User Tickets' tab to view and manage
tickets created by a user.
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The screen will display tickets created by the user. The most recently created tickets are shown at the top.
Column Headers

«  Ticket: The number assigned to the ticket. Clicking on the ticket number will open the 'Ticket Details'
screen. See 'Managing Tickets' for more details.

+ Last Update Date: The date and time the ticket was last updated.

- Status: Indicates the current status of the ticket whether open, closed, overdue or paused.

+  Subject: The summary of the issue entered in the Issue Summary text field in the web portal by the user.
«  Assigned To: The name of the staff member to whom the ticket is assigned.

Placing the mouse cursor over a ticket will display a call out providing the details of the ticket.

The ticket preview allows staff members to view the details and the links at the bottom to manage it. See 'Managing
Tickets' for more details.

Create new ticket on behalf of a user

Users may contact staff over the phone about an issue. Afterwards, the staff member has the option to create a ticket
on behalf of the user to track the issue.

To create a ticket on behalf of a user:

«  Click 'Users' > 'User Directory' > Click the user name > Open the 'User Tickets' tab > Click 'Create New
Ticket' button

TICKET & LA

The 'Open New Ticket' screen will open:
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Open New Ticket

New Ticket

User Information:

Search User: Search from any fields below

Create new user

teleramabwi@gmail.com

Greg Wonderland

Phone Number: Ext:

Internal Notes: Network connection

«  With the exception that the user name is pre-selected, the form is the same as when creating a new ticket
using the normal process.

«  See 'Create a new ticket on behalf of a user' in Manage Tickets if you need help to complete this form.
Export users list to a CSV file

+  To download a full list of current users, click the Export to CSV' link at the top of the 'User Directory'
interface.

User Directory
@ Add User almpurt

-t Export to CSV

NAME = EMAIL <

The file be downloaded and can be opened with applications such as Excel or Open Office Calc.
Modifying Table Columns

Six columns are displayed by default in the 'User Directory' interface. You can add more columns if you want to view
additional details or hide columns that you do not want to be displayed.
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«  To add or remove columns, click the 'Customize Columns' button:

Search. ..

Customize Columns

Show 10 records

1IPNATED = 1 AST TICKET LIPDATE IZ

Customize User Directory Columns ™

Hl name Il Emai 3 status
Created Updated [ | Organization
Last Updated [ ] Phone Number [] Internal Notes

«  Use the check-boxes to enable or disable columns as required

Note: Mandatory columns will appear gray and cannot be disabled.

- Click 'Save' to add/remove the selected columns to the list

2.2.2 Manage Organizations

«  Click 'Staff Panel' > 'Users' > 'Organizations'

An organization is a customer entity, usually a company or business from whom you will accept tickets. 'Users' are
the people who actually submit the tickets.

The 'Organizations' interface allows staff members to:
« Add and manage organizations
+  Assign end-users to organizations
«  Manage organization tickets
«  Configure account managers and primary contacts.
«  View contracts agreed with the organization.

«  We advise you create organizations/customers in the Comodo One interface rather than in Service Desk.
Such 'Managed' organizations will be universally available in all integrated modules (patch management,
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service desk, quote manager, ITSM efc).

+ Inthe C1 interface, 'Organizations' are known as 'Customers'. You can add a new organization/customer in
the C1 interface by clicking 'Management' > 'Customer'.

+  Alternatively, you can create 'standalone' (aka 'Unmanaged') organizations in Service Desk. Organizations
added via Service Desk will not be available in Comodo One or other modules. You can add such
standalone organizations to C1 later on to convert them to fully managed.

«  See 'Managing Companies' for more about adding customers/organizations in C1
+  See 'Add an Organization' for adding standalone organizations in Service Desk.

Tip: You can add a new standalone organization by first adding the user belonging to the organization and then
assigning the user to that organization. See 'Add a user to an organization ' in the previous section Managing
Users for more details.

The organizations interface displays both managed organizations (created in C1) and unmanaged organizations
(created in the Service Desk interface):

= Comodo One > Service Desk > Users > Organizations

Organizations
[v]
@ Add Mew Organization -t Export to CSV Show 10 records I_J Se arc h mie
! ORGANIZATION ID NAME = USERS CREATED 3 UPDATED =
[ 1 Coyote 1 03/04/2016 5:22 pm 09/11/2017 4:19 pm
| 2 Dithers Construction Company 7 04/06/2016 1218 pm
O 3 Deer Company 4 04/13/2016 11:07 am

Staff members can perform the following tasks from the organizations interface:

« Add an organization
- Manage Details of an Organization
« Manage users of an organization
« Manage forms
«  Manage tickets
« Manage notes
»  View service contracts of an organization
«  Remove Unmanaged Organizations
- Export organizations list
«  The number of organizations displayed in the list can be configured in the My Profile interface.
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Organizations interface - Table of Column Descriptions

Column Header Description
Organization ID The identity number assigned to the organization by Service Desk.
Name The name of the organization. Click the name of an organization to open its details interface.

From this interface you can:

+  Manage details of the organization

- Add and manage users of the organization
+  Manage forms for the organization

« View and manage tickets

« Manage notes

« View service contracts of the organization

Users Number of users added to the organization.

Created The date on which the organization was added to Service Desk.
Updated Date and time of the most recent update to the organization's details.
Sorting items

«  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. The default value can be set in the 'My Profile" interface. You can
navigate to different pages by clicking 'Next' and 'Prev'.

Search Options

«  The 'Search' field lets you filter organizations by name, address, phone number and website. Simply start
typing your search term to see matching organizations.

 Toremove all filters, clear the search field or click the 'Organizations' link.
Add an organization

Organizations that are added via this interface will be available for ticket management alone and will not be listed in
the C1 interface. Staff members can assign users to organizations and can access the organizations tickets and
contracts. Staff members can also add organizations from the 'User Directory' interface (refer to explanation under
'Add a user to an organization' in the section 'Managing Users' for more details on this).

The following tutorial describes how to add organizations from the 'Organizations' interface:
To add an organization

+  Open 'Staff Panel' > 'Users' > 'Organizations'

+  Click the 'Add New Organization' link at the top
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sk » Users » Organizations

Organizations Add New Organization

-
1 Complete the form below to add a new organization

NAME 2

Create New Organization: Details on user organization

i Mama: *

Web Domain *

E &

Address:

Phone: Ext:

Website

internal Notes:

£ W T9r LU D L40 pim

The 'Add New Organization' screen will be displayed:
«  Name: Enter the name of the new organization.
+  Web Domain: Enter the registered domain name for the organization.
« Address: The address of the organization.
«  Phone: The contact number of the organization.
+  Website: The URL of the organization's website.

« Internal Notes: Enter any notes regarding the organization.

Note: The field labels shown are default field labels. Admins with appropriate privileges can change the default field
labels in Forms. Go to Admin Panel, click Manage > Forms then click Organization Information built-in form to edit
its labels. The number of fields shown in the Organization Information can also be added or removed in the Forms
interface.

After completing the form, click the 'Add Organization' button to add the organization to Service Desk. Staff members
can now configure its settings and users.
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= ComodsOne » Service Degk > Users > Orgenizations

Velachery Infrastructure Management Services

Velachery Infrastructure Management Services m
MName: [# velachery Infrastructure Management Serices Created:; 04/28/2017 £:24 pm
Account Manager Updated: 0d4/238/2017 2:24 pm

Users Tickets Notes Contracts

IE} Ak User I:EI mport

HAME = STATUS 3 EMAIL = CREATED = UPDATED &

o Passnie agent monitor@velinfmas. com 02/28/2M 7 224 pm 04/ 7872017 2:24 pm

] Passive agent patchmanagement@velinlmas. com 04728/2017 2224 pm 04,/28/2017 2:24 pm

€ Pray L] Mexls

Two new users and email ids are automatically created - the Monitor Agent and the Patch Agent. The email IDs of
these two agents are used to collect tickets which have been auto-submitted to service desk by other C1 modules.

+  Background. Comodo One contains several modules that help IT managers to keep their organization's
computers running smoothly. Two of these modules, ITSM and Patch Management, are capable of
automatically sending reports (in the form of tickets) to Service Desk via API.

Manage Organization Details

«  The organizations interface allows staff to view and update details of both managed and non-managed
organizations.

+  'Managed' organizations are those added through the Comodo One console. Managed organizations
are available for selection in all Comodo One modules, including ITSM and CRM.

« 'Non-Managed' organizations are those added via the Service Desk interface. These organizations are
only available in Service Desk.

+  You can also configure:

The default email account for outgoing mails sent on behalf of the organization.
«  The account manager responsible for the organization
«  Ticket auto-assignment rules and more.
To view and manage details of an organization
+  Click 'Users' on the left then 'Organizations'
+  Click the name of the organization to open its details interface
The organization configuration interface will open.
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= Comodo One » Service Desk » Users » Organizations

Velachery Infrastructure Management Services

Velachery Infrastructure Management Services

MName: (& Vﬁlacheg: Infrastructure Management Services

Ac gnager:

Users Tickets Notes Contracts

[ \ )

Velachery Infrastructure Management Services

f [# Fields & Settings

Organization Information: Details on user organization

Name: * Velachery Infrastructure Management Services
Web Domain: * velinfmas.com

Address: 133, Captain Road, Velachery

Phone: 85296314 Ext:

Website: www.velinfmas.com

Internal Notes:

Type: Mon-managed

It contains two tabs:
+  Fields - View and edit general details of the organization.
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«  Settings - View and edit advanced details like outgoing email addresses, account administrator, auto-
assignment rules and so on.

The 'Fields' tab
The fields tab displays general details of the organization and allows you to edit them as required.

+ Note. If required, you can create a custom form for the organization with additional fields. See Manage
Forms for the Organization for more details. Click 'Admin Panel' > 'Manage tab' > 'Forms' > 'Add Custom
Form' to create a new form.

[ )

Velachery Infrastructure Management Services

[ Fields & Settings

Organization Information: Details on user organization

Mame: * Velachery Infrastructure Management Services
Web Domain: * velinfmas.com

Address: 133, Captain Road, Velachery

Phone: 85296314 Ext:

Website: www.velinfrmas.com

Internal Notes:

Type: Mon-managed
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The 'Fields' tab - Form Parameters

Parameter Description

Name Displays the name of the organization. You cannot edit the name from here.

Web Domain The organization's domain . You can change the domain name if required

Address The physical location of the organization as entered during its creation. You
can change the address details as required.

Phone The contact number of the organization as entered during its creation. You can
edit the phone number if required.

Website The URL of the organization's website. You can change the website details if
required.

Internal Notes Enter any notes regarding the organization.

Type Indicates whether the organization is 'managed' (added through C1) or 'non-

managed' (stand-alone organization added through Service Desk )

+  Edit the details as required.
The 'Settings' tab
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Velachery Infrastructure Management Services

{ [ Fields of Settings
! Available Outgoing sd-noreply@c1notifications.com
Email Address: fiatliena@gmail.com
| Default Outgoing -

Email Address:

Account Manager: — None —

Auto-Assignment: || Assign tickets from this organization to the
Account Manager

Primary Contacts: Select Contacts

Automated Collaboration:

Primary Contacts: Add to all tickets from this organization
Organization Add to all tickets from this organization
Members:

Main Domain: (several domains may be specified as comma
separated list)

Auto Add Members velinfmas.com
From:
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The 'Settings' tab - Form Parameters

Parameter Description

Available Outgoing Email Address | The 'Available Outgoing Email Address' field displays all available email
addresses added for receiving ticket requests and sending outgoing mails in
Service Desk.

You can select the email addresses pertaining to the organization and to
displayed for selection as default outgoing email address for the organization in
the 'Default Outgoing Email Address' drop-down.

Background Note: Email addresses for receiving ticket requests and sending
outgoing mails are configured in the 'Admin Panel' > 'Emails' > 'Emails'
interface. See https://help.comodo.com/topic-289-1-625-7875-email-
addresses.html for more details.

Default Outgoing Email Address | Allows you select an email address to be used for emails and ticket responses
sent on behalf of the organization and to receive the replies.

The 'Default Outgoing Email Address' drop-down displays only those email
addresses selected form the 'Available Outgoing Email Address' field.

Account Manager The drop-down displays a list of all administrators and staff members added to
service desk

Choose the account manager responsible for the organization to manage their
service desk account and tickets generated by the users .

Auto Assignment Choose whether or not the tickets generated by the users of the organization
are to be automatically assigned to the account manager.

Primary Contacts Click 'Select Contacts' to view the list of all users added for the organization
and select the contact persons for the organization from the list.

Automated Collaborations Allows you to add collaborators for the tickets generated by the users of the
organization. Collaborators added for a ticket will receive copies of all
communication emails between the staff and the user during the progress of
the a ticket and will be able to respond for the communications.

+  Primary Contacts - All primary contacts selected in the 'Primary
Contacts' will be added as collaborators for the tickets pertaining to
the organization.

+  Organization Members - All users of the organization members will be
added as collaborators for the tickets pertaining to the organization.

Main Domains Allows you to specify the domains to import the users from, for the
Auto Add Members From: organization.

+  Click 'Update Organization' for your settings to take effect.
Manage users of an organization

Staff members can manually add or import users to an organization. When a user is first added they will be listed as
a guest user. To have an account in Service Desk, a guest user has to be registered. Staff have the ability to
'register' guest users.

+  Non-registered users that raise a ticket in the web portal will be added to Service Desk as a guest users.
See 'Add a user' and 'Register a user' in the 'Managing Users' section for more details.

«  The 'Users' tab in the Organization details interface allows staff members and administrators to add or
remove users for an organization.
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«  Users added via the 'User Directory' interface can be added to organizations in the 'Organizations' screen.
The following method describes how to add users directly to organizations from the 'Organizations' screen.

The following sections explain more about:
«  Manually add users to an organization
« Import users from a list
+  Remove users from an organization
Manually add users to an organization
+  Click 'Users' on the left then 'Organizations'
«  Click the name of the organization to open its details interface

«  Click the 'Users' tab to view a list of users belonging to the organization.
+  Click 'Add User" at the top
The 'Add User' screen will open:

= Comodo Ons » Service Desk » Users » Organizations

s KL

Add User
Velachery Infrastn

Mame: & Velachery Inf
Account Manager:

Email Address: *

Full Name: *

Phone Mumber: Ext:

Internal Notes:

] MNAME $
Register with Default Settings
Defauit timezone: GMT 5:30 - Asia/Calcutta
= HMEQL% ?a
] Patch Ma 4

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

+  Full Name: Enter the name of the user.
«  Phone Number: Enter the contact phone number of the user.
+ Internal Notes: Enter any notes regarding the user.

The fields available in the form above are fetched from the built-in 'Contact Information'. This screen can be
accessed via Admin Panel > Manage > Forms > Contact Information.

+  Click the 'Add User' button. The user will be added to the organization.
+  Repeat the process to add more users

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 71



C1 - Service Desk -Staff Guide , ZETE

Import users to an organization
«  Click 'Users' on the left then 'Organizations' to open the 'Organizations' interface
«  Click the name of the organization to open its details interface
- Click the 'Users' tab to view a list of users belonging to the organization.
«  Click the 'Import' link at the top right
The 'Import Users' screen will be displayed:

= Comodo Ong » sk » Users > Organizations

Velachery Infrastructure Management Services

Velachery Infrastructure Management Services

Import Users
Hame: I Velachery infragtructure .

Account Manager:

Copy Paste Uplead

Mame and Email

Users )
Erter ome name and email address per line. To import more other fields, use the
Unload tab.
(¥) aad veer
] HNAMES#®
@  Monitor Agent [y 2:24 pm

E

[ Patch Management ) ‘:h | 2.24 pm

The 'Copy Paste' method allows you to import users with name and email details only.

+  Enter the full name followed by a comma and the email address of the user

«  To import more users, add more user details in subsequent lines

+  Click the 'Import Users' button to add the users as guest users to the organization
The 'Upload' method allows you to import users from a CSV file.
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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 fo edit the available fields. Only
fields with "variable” defined can be importfed.

Email Name Phone MNotes

john.doe@your-server.com John Doe

'| Choose File | Mo file chosen

You can add more fields for the users from the 'Admin Panel' > 'Manage' > 'Forms' > 'Custom Form' interface.

«  Create a .csv file containing a list of users with the values for the parameters as shown in the Import a CSV
file dialog.

+  Click the 'Choose File' button, navigate to the CSV file on your computer and click the 'Import Users' button.
Remove users from an organization

«  Click 'Users' on the left then 'Organizations' to open the 'Organizations' interface

+  Click the name of the organization to open its details interface

+  Click 'Users' tab. The list of users belonging to the organization will be displayed.

+  Select the user(s) to be removed and click the 'Remove' button
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Users Tickets Notes Confracts
@ Add User @ Impaort
& NAME = STATUS ¢ EMAIL 2
l Monitgh Agent (0) Passive
| Faich Management Agent (10) Passive
Rose Plucker [=) (0)

+  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 for the Organization

By default, the 'Organization Information' of an organization is mandatory and staff members can add more form
fields to include more details about the organization.

+  Click 'Users' on the left then 'Organizations' to open the 'Organizations' interface
+  Click the name of the organization to open its details interface
+  Click the 'More button at the top right and choose 'Manage Forms'

The 'Manage Forms' for the selected organization screen will be displayed.
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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.

Organization Information

@ Lsername

Isername '@'

Add a new form to this ticket
Clickingg Asset Information

Phone Number
Troubleshooting FAQ
Lisername

+  Click the 'Save Changes' button.

Select the required form to be added for the organization from the drop-down. The 'Forms' that are listed
here can be added by Administrators in the 'Admin Panel' > 'Manage tab' > 'Forms' > 'Add Custom Form'.

After adding the new form, staff members can update the organization's details by clicking the organization's name in

the 'Organization Details' interface.
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Velachery Infrastructure Management Services

& Flelds &, Settings

Organization Information: Details on user organization

Name: * Velachery Infrastructure Management Services
Web Domain: * velinfmas.com

Address: 133, Captain Road, Velachery

Phone 85296314 Ext

Website: wwnw velinfimas.com

Internal Motes:

Type Mon-managed

«  Complete the form and click the 'Update Organization' button at the bottom.

- Toremove a form for the organization, open the 'Manage Form' screen by clicking 'More' from the
Organization Details screen and click the trash can icon beside the form name.

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.

Organization Information

Asset Information

Eh

Troubleshooting FAQ

Eh

@ Troubleshooting FAG v
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+  Click the 'Save Changes' button at the bottom.
Manage tickets raised by users in an organization
Tickets that are raised by users in an organization can be managed from the 'Organizations' interface.
+  Click the 'Users' tab in the 'Staff Panel' and choose 'Organizations'
+  Click the name of an organization to open its details interface
+  Click the Tickets' tab

e
= Comedo One » Gervice Degk * Users » Organizations

Dithers Construction Company

Dithers Construction Company Mots
mearme (3 Ditbers Consbuclion Sorgeery Crealed: G400 2006 3148 o
Apoount Mansger: Updated
Users Ticksts Hales Coniracts
TICKET & LAST UPDATE DATE & STATLS & SUBJECT & ASSIGHED TS &

Claaed Rl Benarated Ticket

The screen will display the list of tickets created by the users for that organization and ticket that was raised last will
be shown at the top of the list.

Column Headers

«  Ticket: The number assigned to the ticket. Clicking on the ticket number will open the 'Ticket Details'
screen. See 'Managing Tickets' for more details.

« Last Update Date: The date and time the ticket was last updated.
- Status: Indicates the current status of the ticket whether open, closed, overdue or paused.
«  Subject: An outline of the issue. This is entered in the 'lssue Summary' field in the web portal by the user.
«  Assigned To: The name of the staff member to whom the ticket is assigned.
Placing the mouse cursor over a ticket number will display a call out providing the details of the ticket.

The ticket preview allows staff members to view the details and the links at the bottom to manage it. See 'Managing
Tickets' for more details.

Manage notes

Notes feature helps to keep a record of the changes done to the organization's details or can be used by staff
members for any other purpose as required. This will be visible only to staff members.

- Tomanage notes, click the 'Notes' tab in the 'Organization Details' interface
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= Comoede One > Servics Desk » Users 3 Organizations.

Dithers Construction Company

Dithers Construction Company m
Name: & Dithesrs Congtnaction Compars Created: (4/06/2016 3718 pm
Acoount Manager Updated

Users Tickets Conkracls
047282017 470 pr
. -
added address fonm

(&) Click 1 creste o new nots

«  To add new notes, click the 'Click to create a new note' link, add the required content and then click the
'Create' button at the bottom.

- To edit a note, click the 'Edit' button at the far end of the note.

Dnyot‘l Edit | Delete

+  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 | EEE l Delete

View service contracts of an organization

The Organization Details interface allows staff members to view the list of contracts associated with an organization.

Service Contract

Service Desk allows admins/staff members to create service contracts with organizations as required. Contracts
can include:

« A weekly/bi-weekly/monthly/yearly fee
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+  Pre-paid hours for different service types ('On-site', 'Remote’ and "Telephone'). Work done under prepaid
hours is not added to the monthly bill.

« Acharging plan for time spent on service sessions that exceed the pre-paid hours (optional). The charging
plan includes:

«  A'default' hourly rate which is applied to sessions not covered by a variable rate.
«  Variable rates for specific types of service (optional).
«  Charging plans are only applied after any pre-paid hours have been used up.

«  Charging plans can be created and managed by admins from the 'Admin Panel' ('Admin Panel' >
'Manage' > 'Charging’).

« Ifno charging plan is applied then the default plan is applied. The default charging plan can be
managed from the Admin Panel ('Admin Panel' > Manage > Assets interface).

«  For more details on default and custon charging plans, See https://help.comodo.com/topic-
289-1-625-12458-Manage-Charging-Plans.html

«  For more details on the service contracts, refer to Manage Contracts.

To view contracts
+  Open the 'Staff' panel (see last link on the left)
+  Click 'Users' on the left then choose 'Organizations' to open the 'Organizations' interface
«  Click the name of the organization to open its details interface
+  Click the 'Contracts' tab
Dithers Construction Company

Dithers Construction Company m

Name: [# Dithers Construction Company Created: 02/21/2018 2:58 pm

Account Manager: Updated: 02/21/2018 2:58 pm

Users Tickets Notes
Showing 1-10of1
RELATED REMAIN
TICKETS PREPAID
] CONTRACT NAME = BILLABLE HOURS BILLABLE HOURS
COUNT = HOURS =
(SUM) = (SUM) =
[ Dithers Contract 2018-2019 0 299 0 299
« Prev 1 Nexts®

The contracts details screen of the 'Organization’ will be displayed.

«  Contract Name: Name of the contract created for the organization. Clicking the name opens the
'Contract Details' screen.
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+  Ticket Count: Number of tickets associated with the organization.
«  Pre-paid Hours: The pre-paid hours mentioned in the contract.

+ Related Billable Hours (Sum): Total chargeable hours spent by staff working on tickets for the
organization on all three service types (Onsite, Remote and Telephone).

+  Remaining Billable Hours (Sum): Amount of hours left of the organization's total pre-paid hours.

«  Toremove a contract from an organization select the contract, click 'Remove' and confirm the action from
the confirmation dialog

Remove Unmanaged Organizations

+  Organizations added via the C1 interface are assigned 'Managed' status and automatically imported into
Service Desk. ‘Managed' organizations cannot be removed because they are also enrolled into other C1
services like ITSM, Patch Management and RMM.

+  Organizations which are added via the Service Desk interface are assigned 'Unmanaged' status.
'Unmanaged' organizations can be removed because they only exist in Service Desk and not other C1
modules.

+  You can only remove unmanaged organizations that have no enrolled users.
- If you remove an organization, all details pertaining to it will also be removed.

To remove organizations

+  Click ' Staff Panel' (if required) > 'Users' > 'Organizations' to open the 'Organizations' interface
«  Select the organizations you want to remove
+  Click the 'Delete' link

Note: Remove any users from an organization before attempting to remove the organization itself. Organizations
with users, including default users, cannot be deleted. See Managing Users of an Organization for more details.

+  Click 'Delete" at the top.

= Comodo One » Service Desk > Users » Organizations

«  Click 'Yes, Do it!"in the confirmation dialog to remove the unmanaged organization

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 80



C1 - Service Desk -Staff Guide , comonD

Please Confirm

Are you sure you want to DELETE selected organization(s)?

Deleted tickets CANNOT be recovered, including any associated data.

Export organizations list to a CSV file

+  Click the 'Export' link at the top of the interface to download a list of all current Service Desk organizations.

Organizations

G} Add New Organizatio -+¢I! Export to CSV

NAME =

The list will be exported in .csv format. It can be opened with any spreadsheet application such as Microsoft Excel or
Open Office Calc.

2.3 Manage Tickets

The 'Tickets' tab allows staff members (agents) to respond to tickets created by users.
Tickets can be submitted to C1 using the following interfaces:

«  Web portal - Registered users can login to the web portal at the helpdesk URL and create a ticket. Guest
users can also raise tickets at the portal if allowed by an administrator.

+  Email - Users can create tickets by sending a mail to the default 'System Email' for your help desk.

- Staff Panel - Staff and admins can create tickets on behalf of end-users. This may be useful, for example,
for requests that were made over the phone or another out-of-band communication method. You can also
create back-dated tickets for issues resolved in the past but for which no ticket was created. Back-dated
tickets are added with a 'Closed' status.

«  C1 modules - Tickets can be automatically generated by ITSM, RMM and Patch Manager upon specific
events.

«  Endpoint users can also submit tickets by right-clicking the ITSM icon in the system tray.
«  Such users are automatically added as guests in Service Desk.
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«  Custom applications - Customers can integrate their systems with Service Desk by using the service desk
API. Integrated applications can then submit tickets to Service Desk.

To open the 'Tickets' interface,
+  Open the staff panel
«  Click 'Tickets' on the left then click 'Open'’ (to see all open tickets)

« Alternatively, select one of the other ticket categories - '‘Answered', 'Unassigned', 'My Tickets', 'Scheduled',
'Overdue’, 'Closed', 'Paused'.

Barvice Desk = mgrwen Dwsk b Thceals v by Thcke
DASHECARD
My Tickets
usERS
fp———s 1 e 2Ereads |
Hr
Diper (348 . LABT UPOATE DATE I} WEEET & PRI 5 PRIGAITY 3 BEVE MRAE 5 AEORED TO 5 EUETOMER
e [ m] COINTE A7 pr St Morvdor [Suspious Asmritsiiele Formal CESKTOP-D8SEY oo
sl o DOIBZITE A1 par [RETTRSTIN p— Fr—— [— CESKTOP-D8SEY.A b
kit (5]
e m] COIETIE 414 pr S Marvden [Sumreins Axwriea uke Formed CESKTOPDSSEY A
e m] COIETITE 418 pr S Mirvlen [Sumpreinas Axriead uks Formed CESKPOPDSSEY A iy
Uiniarals
m] DB 414 P S Ml [Suipiioai . e itk Fored CESKFOP-DISEY A it
Setwchind
m] DB 418 P ] Ml [Biieai . Ak tushs P BESKIOP-DIREYA T
ANOWLECOE AR
o PWEEIE 414 piv Socond Moed [Supeeiu .. Baindiid wdk Rl i ast 2 o
WY TIME SHEETS
[u] B0 18 410 piy B W | S Aardrduty Pl DESKTOP-DASEY A ook
S A [N} (B2 18 404 piy B B ke Pl i Daae from
PROJECTS ] i | & r

The 'Tickets' menu on the left contains the following filters and links:

«  New Ticket: Allows the currently logged-in staff member or admin to create a ticket on behalf of a user. See
Create a new ticket on behalf of a user for more information.

+  Open: Tickets that are not yet resolved. 'Assigned' and 'Answered' tickets may be excluded from this view
by admins. Click the ticket number/subject to answer, transfer, reassign or schedule an open ticket.

« My Tickets: Tickets that are assigned to the person that 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 to a staff member. Admins can assign tickets to staff
by clicking the ticket number/subject then the 'Assign'’ link at the top. See Assign tickets to a specific staff
member for guidance on this.

«  Answered: Tickets for which there has been at least one reply. Answered tickets can be reviewed,
reassigned, transferred and more by clicking the ticket number or subject.

+  Overdue: Tickets that were not closed within the stipulated period per the SLA plan. Overdue tickets will be
closed automatically if set by an administrator.

+  Closed: Tickets that are closed. Closed tickets can be reviewed, reopened, reassigned and more by
clicking the ticket number or subject.

«  Scheduled - Tickets that have a fixed timetable. The schedule will be displayed in the staff member's
calendar. Scheduled tickets can be answered, re-assigned, transferred, re-scheduled and more by clicking
the ticket number/subject.

- Paused: Tickets that are not being worked on at the current time. Paused tickets can be resumed by the
same staff member or an admin. A paused ticket can be resumed by clicking the ticket number then clicking
the 'Resume’ button.

«  Materials: View material costs and other expense items added to tickets by staff. Costs and expenses need
to approved by an administrator. See View Details of Materials/Expense ltems added to Tickets for
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more details.

The columns in the ticket interface depend on the filter you have chosen. You can change the columns shown by
clicking the 'Customize Columns' button. The following is a list of all possible columns:

Tickets - Table of Column Descriptions

Column Header Description

Ticket The number assigned to the ticket. Clicking the ticket number will open the 'Ticket Details'
screen.

« @ -Tickets that were raised via the web portal.
. - Tickets that were raised via email.

- _Tickets that were raised by staff members on behalf of users.

Last Update Date The date and time at which ticket was created, reopened, last updated or closed.

Subject A brief description of the issue.

« Inmany cases, the subject will have been specified by the user or staff member
who created the ticket. This is done in the 'Issue Summary' field of the 'New Ticket'
interface.

+  The subject of tickets that were created by another C1 module will simply say which
module spawned the ticket. For example, 'RMM Generated Ticket'.

The icons in the subject column indicate the status of the ticket.

. A - Indicates the ticket is overdue. The issue covered in the ticket was not
resolved within the time stipulated in the SLA.

. n - Indicates the ticket has been locked by a staff member.

Q'J - Indicates actions have been taken on the ticket. Actions can be replies,
internal notes or other status updates.

. % - Indicates the ticket has an attachment(s)

0% , . .
. &3 . Indicates that collaborators have been added to the CC list for the ticket

From The name of the user that raised the ticket.

Priority The priority of the ticket. Ticket priority depends on the settings in 'Ticket Category,
'Department' and 'Ticket Filters'. Tickets raised via email can have their priority set by the
sender's mail client if enabled in Admin Panel > Settings > Emails tab (under the 'Incoming
Emails' section). If not enabled, they will have a priority of ‘Normal'. Please note that when
tickets are filtered via 'Ticket Filters', the priority setting in the filter will prevail.

Device Name The device for which the ticket was generated. C1 modules such as ITSM, RMM and Patch
Management can automatically create tickets for devices if certain conditions are met. This
column displays the name of the device for which the ticket was created.

Assigned To The name of the column header changes depending on the ticket status that you have
selected. 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
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Organization The organization/company of the user who raised the ticket
Source The channel through which the ticket was created. Possible channels are:
«  Phone
+  Email
+  Other
«  Web
« APl
Sub Category The sub category of the issue as entered during its creation
Department The Service Desk department to which the ticket is assigned
Due Date The date and time by which the ticket should be closed.
Closed By Staff member who closed the ticket.
Status Ticket progress. Possible values are:
«  Open
+  Answered
+  Overdue
+  Closed
+ Paused
Ticket Category Displays the help topic on which the user requested support.
Overdue Indicates whether the ticket was not closed on or before the due date.
Answered Indicates whether a response has been given to the user for the reported issue.
Asset Indicates the asset type for which the issue was reported.
Category (Ticket The support category of the ticket. The possible values are:
Type) « 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 attended to.
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Add and Remove Columns

The columns displayed by default depend on the ticket filter chosen on the left. You can add more columns if you
want to view additional details and hide columns that you do not want to be displayed.

«  To add or remove columns, click the 'Customize Columns' button:

Show 10 records E"l

Search...

DEVICE ASSIGNED

PRIORITY =  ..... DUE DATE =

Customize Ticket Table Columns

Fme
B Ticket Last Update Date B subject
HE From B Friorit Device Name
& Assigned To [ ] Closed By [ ] Department
Due Date Organization Category
Source Status [ overdue
[] Answered Asset Sub Category
Category [] scheduled Time

«  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
The following sections explain more about managing tickets and creating a new ticket:

+  View a short summary of a ticket

« Process a ticket

+  Schedule a ticket

+ View Materials/Expense items added to a ticket

+  Export tickets list to a CSV file

- Assign tickets to a specific staff member

+  Create a new ticket on behalf of a user

+  Sorting and filtering options in the 'Tickets' interface
View a Short Summary of a Ticket

- Place your mouse cursor over a ticket to view brief details:

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 85



cCOMODO

Creating Trust Online®

LAST UPDATE
] TICKET = DATE IZ SUBJECT = FROM = PRI

x
" Ticket #761 :System is heating too much '
Ticket Summary
Ticket State: Open Mormal
Create Date: 02/09/2018 4:56 pm
Due Date: 02/14/2018 12:32 pm
Assigned To:
From: bsa bsachampstar@gmail.com
Department: Maintenance
Categories: Asset Issue / Report a Problem
Thread (2) | Notes (3)| Reply| Reassign| Transfer| Post Mote| Edit Ticket |
The links at the bottom allow staff members to manage the ticket. See 'Ticket Details' for more details.
Process a Ticket
«  The 'Process' feature allows you to quickly update ticket details. You can reassign tickets to a different
person and update items such as user information, ticket category, department and collaborators.
« Alternatively, you can edit individual tickets by opening the ticket and clicking the 'Edit" button.
«  The process feature is available for all ticket categories except closed tickets.
To 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:
My Tickets
Mark Overdue Close @' Delete ﬁﬁ.ssign d’u Export to CSV
sz Schedule
LAST UPDATE
[] T/CKET 2 DATE 1 SUBJECT = FROM = PRIORITY 3

02/11/2018 3:38 pm Mot able to access sharepoint Peter Pan

[0 * 702980 02/09/2018 3:42 pm  Screen half blank & Elizabeth Ford High

The 'Process Ticket' screen will open:
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Process Ticket #32

User Information: Currently selected user

Peter Pan <peterpan@ditherscons.coms

Issue Mot able to access sharepoint
Summary:*

Issue Mot able to access sharepoint
Description:

Ticket Information: Due date overrides SLA's grace period.

Ticket Source: Web ok
Category: Feedback Eyf
Department: Sales i
SLA Plan: Default SLA (48 hrs - Active) iy
Time Spent 0 hrs 0 min

Due Date: 0214720718 15 | 21 |

Assign The Ticket

Assignee: Select Staff Member o

Ticket is currently assigned fo Coyote

Comments:

Collaborators

Add New Collaborator

User Information

«  User name: This will be pre-populated. Click 'Change' to update user details.
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+  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

+  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.

«  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 admin/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.

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.

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 88



C1 - Service Desk -Staff Guide , ZETE

Ticket #2: Add a collaborator

€ Search existing users or add a new user.

Search by em ail, phone or name

Email Address: *
Full Hame: *
Phone Mumber: Eat:

Internal Motes:

Register with Default Settings
Default timezone: GMT 5:30 - Asia/Calcutta

+  Toadd an existing user, type the first few letters of their username/email address in the 'Search'
box at the top. Select the correct user from the suggested options

- To add a new user, enter their email address, full name and other contact 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.

Schedule a Ticket

A scheduled ticket is useful for tasks that will be started at a set time in the future. Examples may include site visits
and fixed maintenance tasks.

«  The schedule will be added to the calendar of the currently logged-in admin/staff.

«  The ticket will be assigned to the person who creates the schedule, even it it is currently assigned to
someone else.

«  The ticket can be rescheduled to a different time period from the 'Ticket Details' interface.
To 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:
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Open Tickets

Mark Overdue Close @' Delete ﬁ Assign J’n Export to CSV

a Process

LAST UPDATE

DATE |2 FROM =

02/12/2018 1:10pm  System Shaking

] @32 02/11/2018 3:38 pm Mot able to access sharepoint Peter P

The calendar for the currently logged-in admin/staff will open. The ticket details will be displayed on the title bar:

r

Ticket #undefined: undefined

< 12 Feb 201818 Feb 2018 > My Gt M

Mon, February 12 Tue, February 13 Wed, February 14 Thu, February 15 Fri, February 16 Sat, February 17 Sun, February 12

09:45 - 10:00

10"
10:45 - 11:00

e
~ 12:00 - 12:15

s

«  The current week is shown by default. You can view the current week or day by clicking the
respective button above the calendar.

+  Use the < > buttons above the table to move to next week/day
+  Double-click on the time slot you wish to assign to the ticket

+  Enter a short description of the task to be executed.
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Mon, February 12 Tue, February 13 Wed, February 14
09:45 - 10:00
A]O 00 check manually onsite
10:45 - 11:00
1 *] 0 attend this ticket
. 12:00 - 12:15
12 - make a site visit

13:45 - 14:00

14 00 make a site visit to check

15

«  Click the tick mark I to save the schedule

The appointment will be added to the calendar. You can view your calendar from the 'My Calendar' interface. See
Manage Calendars for more details.

The ticket will be moved to the 'Scheduled' category on the left.
View Materials/Expense ltems added to a Ticket

«  The 'Tickets' section allows staff and admins to view costs added to tickets.

«  Administrators must approve expense items in order for them to be billed to the client organization.
To view the materials/expense items

«  Click Tickets' on the left then select 'Materials'

B Coniake o » S sk, » Tikets » Mativials

Added Materials - Awaiting
| Aavsiting dppewesd (17} [ apme 8 [I5) mmaned (1) Show 1Demcords ® =] T [ ] . m
MAATERLAL MAME & TICKET & & CosT DTE ADDED & LAST UPDWTED ¢ STATUS &
b ik ok 0 sz 320 p A
HF i i 1 13 47228 0 vl
o Ak aw [T 5 gy Ly
Hilmage ] D453 m et
Tal 5 M m 1443 p= et
HF inkk Cartridge T 100,00 1LLRE 380 pe Awiting
£ 0B RAK 12 2000 12N E 3080 po At
Ik Carvige Hobdir i 400 12 S 382 p Anaiting
HP Ik i S 1 FR TR PR T vl
400 RAK 150000 12 E 3.8 pm wail
 Pm 1z s
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Column Headers
«  Material Name - The name of the material or expense item added to the ticket

« Ticket # - The number of the ticket to which the material was added. Click the ticket number to view or
update the ticket. See Ticket Details for more details.

«  Cost - Cost of the material/expense item as entered by the staff member
+  Date Added - Date and time when the item was added to the ticket
« Last Updated - Date and time when materials on the ticket were last modified.

+  Status - Whether or not the material/expense has been approved by an administrator. The possible states
are:

« Awaiting - The item has been added to a ticket but not yet approved by an administrator.
«  Approved - The item has been added to a ticket and approved for billing by an administrator.
+ Rejected - The item has been declined by an administrator.
Sorting and Filtering Options
+  Click a column header to sort items in ascending/descending order

You can search for items based on the date range within which the items were added and the tickets to which they
were added.

- Tofilter items based on their addition date range, enter the Start and End dates of the period by clicking the
calendar icons beside the From and To fields

+ Tofilter the items based on the ticket to which they were added, enter the ticket identification number in the
Ticket # field

You can use more than one filter option at a time.
+  Click 'Search'
«  To view the full list again, clear the search criteria or, simply click the respective 'Approval' link at the top.

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. The default value can be set in the 'My Profile" interface. You can
navigate to different pages by clicking 'Next' and 'Prev'.

Export tickets to a CSV file

+  You can save any list of tickets as a comma separated value (CSV) file.

«  The exported file will list all tickets currently visible on the page. Use the page number links at the bottom of
the page to view/export other pages in a category.

To save the list of tickets
+  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type (‘Open’, 'Unassigned', 'Overdue', etc)
+  Click the 'Export to CSV' link at the top

The list will be downloaded as a .csv file. The file can be opened with spreadsheet applications like Microsoft Excel
and OpenOffice Calc.

Assign Tickets to a Staff Member
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Service Desk = Comeodo One » Service Desk > Tickets » Open
DASHBOARD
Open Tickets
USERS

[2) TickeTS v I

|'H‘-‘—:-.[ i (ol Advanced Search
Mew Ticket

My Tickets (3)

) [] momre LAT SRR SUBJECT = FROM2 PR
Answered (0)

Owverdue (23)

B - | 140 09/18/2018 3:27 pm  Second Monitor [Suspicious Avantistude Mo
Closed (44)

Admins can assign/reassign tickets to staff from the 'Tickets' interface.

The ticket will appear in the 'My Tickets' area of the person to whom it is assigned.
To assign tickets

«  Open the 'Staff' panel (see last link on the left)

Click 'Tickets' then a ticket type ('Open’, 'Unassigned', 'Overdue’, etc)
+  Select the ticket(s) and click 'Assign’ at the top

The 'Assign Tickets' dialog will open.

Assign to - Choose the admin/staff member to whom you want to assign the ticket
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= Comodo One » Service Desk » Tickets > Open

DASHBOARD
Open Tickets
USERS
Mark Overdue Closs @' Delete ”Ass-w &.E:mmcs‘v Esd»ﬂde
[2) mcxeTs v | Rir—
New Ticket
N - ] TICKET 2 SUBJECT =
pen (F96)
My Tickets (3)
. E D 440 09/18/2018 327 pm Second Monitor fﬁlmgu: foiis
Unassigned (393)
Answered (0] 09/18/2018 3:24 pm Second Menitor [Suspiciou
Overdue (23)
09/18/2018 3:23 pm Second Monitar
Closed (44)
Paused (0} 09/18/20718 3-21 pm Second Monitor [':§|;-:' C
Materials
Assign Ticket/s

Aasign To: frontfork >

Coamments: |

{Optianal)

«  Comments (Optional) - Enter a reason for assigning the ticket or other notes about the task. The
comment can be viewed by the assigned staff member as an internal note in the ticket.

«  Click 'Save'
Create a new ticket on behalf of a user
- Staff and admins can create tickets on behalf of users from the 'Tickets' interface.

«  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 created for already completed tasks will have a status of 'Closed'".
- For more details, see Ticket Details.

To create a new ticket
+  Open the 'Staff' panel (see last link on the left)
«  Click 'Tickets' then select 'New Ticket'

The 'Open New Ticket' page will open:
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Ll
Service Desk = Comodo One > Service Desk > Tickets > New Ticket

DASHEOARD
Open New Ticket
USERS
[ rickers New Ticket
Open (300) User Information:
My Tickets (31)
Search User: Search from any fields below
Unassigned (268)
Create new user
Answered (17)
Overdue (304) Email Address: *
Closed (406)
Full Name: *
Scheduled (4)
Phone Mumber: Ext:
Paused (31)

It contains the following sections:
- User information - Details of the user on behalf of whom the ticket is created

+  Ticket information and options - Ticket parameters like category, SLA plan, due date, staff to whom the
ticket is to be assigned and more.

«  Backdated ticket - Specify whether the work was done in the past and the period
+ Ticket details - Details like issue description, priority, asset type, ticket category and more
+ Response - Initial response to be sent to the user
+ Internal note - Notes regarding the issue for internal references
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 Notes:

Ticket Notice: Send alert to user.

To create a ticket for an existing user:

«  Start typing the user name or email ID in the search field and choose the user from the
suggestions.

«  The details like email address, username, phone number will be auto-populated.
«  To create a ticket for a new user

+  Enter the email address, full name and phone number of the user and notes about the user in the
respective fields. The internal notes will be visible only to admins/staff.

Tip: New users will be added as a guests. You can associate new users with an organization in the 'User Directory
interface. See 'Add a user to an organization' in Managing Users for more details.

«  Ticket Notice - Will notify the user that the ticket has been created.

Ticket Information & Options
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Ticket Information & Options:

Ticket Source: * Phone "
Category: * — Select Category —
Schedule Time: —f—f— Schedule

Department: Support S
SLA Plan: SLA for Dithers (36 hrs - Active) i
Due Date: * 02/15/2018 ' 00|~ 59 |v

Assign To: — select Staff Member — i

«  Ticket Source: Select the source through which you received the request for the ticket. 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.

«  Schedule Time: Choose a specific time and date in the future to work on the ticket, if required.

« ltis optional to create a schedule. The schedule will be added to your calendar.
To set a schedule

+  Click the 'Schedule' button to open the calendar:
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/
f

Calendar

Day

£ 12 Feb 2018 — 18 Feb 2018 > My Calendar E!

Maon, February 12 Tue, February 13 Wed, February 14 Thu, February 15 Fri, February 16 Sat, February 17 Sun, February 18
09:45 - 10:00
»]O 00 check manually
10:45 - 11:00
‘| »] 00 attend this ticket
. 12:00-12:15
12% make a site visit

']3 0o
~ 14:00 - 14:15
e
']S Qo
']6 Qo
17
']8 0o
']9 0o
«  The current week is shown by default. You can view the current week or day by clicking the
respective button above the calendar.
+ Use the < > buttons at the top to move to next week/day
+  Double-click on the time slot you wish to reserve for the ticket
«  Enter a short description of the task.
]4 . make a site visit
159 =
o Carry RJ45 cable and fix
16™

«  Click the tick mark & to save the schedule
«  The schedule will be added and displayed:

Lategory: ® Assel lnsialiation
Schedule Time: Wed Feb 14 2018 14:30:( n >
Department: Sales

The appointment will be added to the calendar after saving the ticket. You can view your calendar from the
'My Calendar' interface. See Manage Calendars for more details.
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«  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 'Ticket Category' is different. If required, staff can
change the department while the ticket is in progress. See Ticket Details 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. If required, staff can change the SLA while the ticket is in progress. See Ticket Details for more
details.

+  Due Date: The date and time by which the ticket should be closed. A default due date will be auto-
generated based on the Ticket Category, Department, SLA Plan and other parameters. You can change the
date and time as required. This will override the date generated by default.

+  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 'Ticket Category' is different.

Backdated Ticket

Backdated B2 work done in the past
Ticket:

Start Date:

End Date:

«  Work done in the past - Create a ticket for a resolved issue that did not have a ticket originally. The ticket
will be created with a status of 'Closed'.

«  After selecting this option, enter the start and end dates of the task using the the calendar icons. Make
sure that the end date is before the due date entered in the 'Due Date' field.

Ticket Details

Ticket Details: Please Describe Your Issue

Issue Summary: *

<> 9 Aa B I u A A 5 = BE = OE kW M BH o F 2 —-— |}
Details on the reason(s) for opening the ticket
Priority Level: * High v
Asset Type: Other o
Ticket Type: — Select — =z
Ticket Type Sub
Category:
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+ Issue Summary: Enter a brief description of the issue.

« Issue Details: Enter a more detailed description of the issue in the text editor. Click the trash can icon
above the editor to clear the field.

Priority Level: Ticket criticality.

«  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.

+  Asset Type: The type of item that the ticket concerns. For example, ‘Workstation', 'Server', 'Printer’,
'Mobile'.

«  Ticket Type: Select the type of category for the ticket. The options available are 'Alert’, 'Order' and
'Problem'.

«  Ticket Sub Category: Type a specific sub-set if you wish to refine the 'Category' further. Sub-categories
can be used to more details about the category. For example, 'Overheating' may be a sub-category of
'Problem'.

Response

Response: Optional response to the above issue.

Canned Response:

— Select a canned response — b
<> 9 A B I U A HA 5 = o= T\ &= KB N BH © F — [
ntial response for the ticket
Attachments: Browse... | No file selected. Response required for file upload
Ticket Status: | | Close On Response (Only applicable if response is entered)
Signature: Mone & 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 wish to want to send a pre-defined response to the ticket.
«  Any canned responses you select will be 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 carriage return between each canned response for
formatting reasons.

«  See Canned Responses for more details about creating canned responses.

- Attachments: Click the 'Browse' button to add relevant attachments to the ticket. To remove the
attachment, clear the checkbox next to the file and select 'OK' in the confirmation screen.

- Ticket Status: If enabled, the ticket will be closed after creation if a response has been sent to the user.
See the descriptions above for more about responses.
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+  Signature: Options are 'None' or 'Dept. Signature'.

«  None - Means you can either send with no signature OR type a custom signature in the editor.

«  'My Signature' and 'Dept. Signature' can be created in the 'Staff Members' and 'Department' areas
respectively. See 'Staff Members' and '‘Department' for more details about adding signatures.

Internal Note

Enter comments and reminders for staff who might work on the ticket. Internal notes are visible only to
admins/staff and not to the end-user.

+  Click 'Open' to create the ticket on behalf of a user.

+  The ticket will be 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.

The 'Ticket Details' section covers additional actions you can complete on a ticket. For example, how to create a
knowledgebase article out of a ticket.

Sorting and Filtering Options in the 'Tickets' Interface
Sorting items
+  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. The default value can be set in the 'My Profile" interface. You can
navigate to different pages by clicking 'Next' and 'Prev'.

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
+  Organization
+  Device Name
+  Start typing your search term and tickets matching your criteria will be automatically displayed.

- To display 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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Show 10 records Customize Columns &

Search...
PRIORITY 3 :i:ﬁ';: :gs;sm;u DU
j for Normal Cwooz2 02
Advanced Ticket Search |
A |
[ Keyword:
[
(Optional)
Organization:
Any Organizations
Org. Type:
- All types -
| Status:
- Any Status -
l Dept:
. - All Departments -
Assigned To:
{
- Anyone -
Closed By: &
Search

«  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.
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The number of tickets that matches the search parameters will be displayed at the top of the screen.

Advanced Ticket Search

Search criteria matched 24 tickets - 1‘@_#

Keyword: I

«  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

2.3.1 Ticket Details

The ticket details screen lets you review, respond and take actions on a ticket.
«  Click 'Staff Panel' > 'Tickets' > 'Open'’ (...or select a different category as required)
+  Click on the number of the ticket you want to open
Each ticket contains the following sections. Click the links to jump to the section you need help with:

- Title bar - Shows basic ticket details and contains controls to manage the ticket. See 'Manage the Ticket'
for more details.

- 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.

 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. Add new staff who will work on the ticket.
Tickets can be single stage or multi-stage depending on the ticket 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 - Will be automatically assigned to a specific department or staff member after each
stage is closed. Multi-stage tickets are suited to more complex issues which require input from more than
one department. See Ticket Categories in the online admin guide for more details.

Manage the Ticket

«  The control buttons in the title bar let you perform various actions on a ticket:

Display not clear #787
Reporter: Greg Wonderland
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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 - Make a remote desktop connection to the device that generated the ticket. Only
available for tickets auto-generated by ITSM.

«  Materials - Add billable items and expenses which were used to resolve the ticket.
+  Schedule - Create a new ticket schedule or modify the existing schedule.
«  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.

+  Ban email ID of the user

+  Print the ticket

+  Edit the ticket

+  Close/Reopen a ticket

« Delete a ticket

+ Pause/Resume a ticket
Process the Ticket

The 'Process' feature lets you quickly reassign a ticket, change ticket details and more.

Tip: You can also process a ticket without opening it. See Process a Ticket in Manage Tickets for more details.

To process 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 'Process' button at the top

Display not clear #787 i [
m play Schedule ‘ B Process ’ Add Material [ Edit ® Delete m
Reporter: Greg Wonderland

Ticket Information A
Status: Paused User: @Greg Wonderland (4)~
Priority: Email: teleramabw@gmail.com

The 'Process Ticket' pane will appear.
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Process Ticket #7687

User Information: Currently selected user

Greg Wonderland <teleramabw@gmail cwrm

Izs1e Summarny:* Pesplay not clear

|s=e Description: The display is nol chear. The images are shown with dots.

Ticket Information: Due date overrides SLA's grace period.

Ticket Source: Web v
Category Repart a Problem -
Sub Category Level Azszel |zgue v
1

Drepearmmeni: Maintenancs e
SLA Plan Defaull SLA (48 ks - Aclive) bt
Tirmie Sper O hrs 0 min

Dug Date: D407/ 20 10 = 26 =

Asszign The Ticket

Assignes — Salect Staff Member —

Ticket is currently assigned lo Coypole

Cormments:

Collaborators

Add Mew Collaborator

Elizabeth Foed fiinlizzie@yshoscom i

B Rich Cyclist humbersafety@gma.com o

User Information

+  User name: This will be pre-populated. Click 'Change' to update user details.

+  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

«  Ticket Source: The channel through which the ticket was created. The possible values are 'Phone’, 'Email’,

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 105



.'llrr

i

C1 - Service Desk -Staff Guide , comonD

'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 the online help page for 'Ticket Categories' in the admin guide 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. Departments are created and managed by the admins through the Admin panel. See
the online help page for 'Departments' in the admin guide 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 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.

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

A collaborator is a person, other than the assigned staff-member, who also works on a ticket. Collaborators will
receive notifications when the ticket is updated.

+  Click 'Add New Collaborator' to associate new or existing users with the ticket.
To add an existing user or staff member:

«  Type the first few letters of their username/email address in the 'Search' box and select the user
from the options

To add a new user:

+  Enter their full name, email address and other details
+  Click 'Add User'
+  Repeat the processes above to add more collaborators
+  Click the 'Process' button after you have made your changes. The ticket will be updated per the new details.
Take Remote Control of Windows Endpoint

Remote control allows you to make a remote desktop connection to the Windows or MAC device which generated a
ticket. This help staff solve issues, install third party software or run system maintenance.

+  'Remote Control' is available only for tickets generated by the ITSM module.
«  There are two ways in which ITSM can add tickets to Service Desk:

«  Automatic - ITSM monitors endpoint activity based on rules defined in a security profile on the
endpoint. A Service Desk ticket is generated whenever a rule condition is breached.

« Manual - Users can raise a support ticket by right clicking the ITSM system tray icon and selecting
‘Submit Ticket'":
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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

4y 1E52AM
! 455208

+  Admins and staff need to install 'Comodo Remote Control Viewer' on 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.

+  You can also use key combinations such as 'Ctrl+Alt+Del’, 'Alt+F4', Ctrl+C on the remote machine
(Windows devices only).

- If the 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 Comodo Remote Control Viewer
»  Use the Desktop Application for Remote Control
Download and install '‘Comodo Remote Control' application
The Comodo Remote Control (CRC) application can be downloaded in two ways:
«  From Service Desk Console
«  From Comodo One Console
Download CRC from the Service Desk > Ticket Details interface
«  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 will be available only for tickets generated by the ITSM module.
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— =,
D (e - ESEEIE3ED
Status: Paused Usar: EEumpsted Dagwood (9] =
Priority: Hormal Email: mnoxfordi@yaboo.com
Department; M Binhenance Crganization Dithers Construciion Company

4

Comodo Remote Control

Step 1

This operation requires Comodo Remote Control 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.

Step 2
Click this link to remote control a device.

Note

Please make sure that you have the latest version of the Comodo Remote Control installed. If
you need to update Comodo Remote Control version, please download the new version from
the link on Step 1.

+  Click 'Download Comodo Remote Control' under 'Step 1'
Download CRC from Comodo One Console
+  Login to your Comodo One account and click ‘Tools' at the top
«  The 'Tools' interface displays a list of productivity and security tools available for download from C1 as tiles

«  Click the 'Download' button in the 'Comodo Remote Control' tile
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Comodo Remote Control
Windows Version: 6.16.10391.18030

Mac 05 Version: 6.16.10390.18030
Downloads: 49

Download

Please select operating system.

Windows

The 'Download' dialog will appear.
«  Select the operating system of your admin machine, click 'Download' and save the setup file.
To install the tool

«  Launch the set up file to start the installation wizard:
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€Y COMODO Remote Control Setup - ot
coMODO
Remote control
END USER LICENSE AGREEMENT AND TERMS OF SERVICE A

COMODO IT AND SECURITY MANAGER
THIS AGREEMENT CONTAINS A BINDING ARBITRATION CLAUSE.

IMPOETANT - PLEASE READ THESE TERMS CAREFULLY BEFORE
LISING THE COMODO IT AND SECURITY MAMAGER. SOFTWARE (THE
‘PRODUCTT). THE PRODUCT MEANS ALL OF THE ELECTRONIC FILES
FPEOVIDED BY DOWMLOAD WITH THIS LICENSE AGREEMENT. BY
LUSING THE PRODUCT, OF. BY CLICKING OM * ACCEPT” BELOW, YOU
ACKMNOWLEDGE THAT YOU HAVE EEAD THIS AGREEMENT, THAT YOU
UNDERSTAND IT, AND THAT YOU AGEEE TO BE BOUND BY ITS TEEMS.
IFYOU DO NOT AGREE TO THE TEEMS HEREIN, DO NOT USE THE

SOETWADE Sl IRSTDIRE TN Ol 1ISF THE SEDAVITES ;D ™ 7L Tkl %)

Wersion 6.16.10391.18030 [] | agree to the license terms and conditions

Glnstall Close

+  You must read and accept the end user license agreement before continuing. After doing so, click 'Install' to
start the installation.

B COMODO Remote Control Setup — p
cCOMODOD

Remote control

Installation Successfully Completed

Launch Close

+  After installation is complete, click 'Launch' to start the application.

Use the Desktop Application for Remote Control

« Once CRCis installed, you can take remote control of a Windows endpoint from the Ticket Details interface.
To take remote control of a Windows device
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+  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 will be available only for tickets generated by the ITSM module.

The 'Comodo Remote Control' dialog will appear:

Comodo Remote Control

Step 1

This operation requires Comodo Remote Control 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.

Step 2
Click t emote control a device.

Note

Please make sure that you have the latest version of the Comodo Remote Control installed. If
you need to update Comodo Remote Control 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.

Launch Application x

This link needs to be cpened with an application.

Send to;

COMODOD Remote Control

Choose other Application Choose...

[ ]Remember my choice for cre links,

Cancel Open link

+ Leave 'COMODO Remote Control' selected and click '‘Open Link' in the 'Launch Application' dialog.
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Note : If a newer version of the application is available, please download it to continue.

The CRC application will start:

€Y COMODO Remote Control - O e

COMODO One

@ Europe -

Sign In Stay signed in

+  Click the '‘Comodo One' tab then login with 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.

+  Select 'Stay Signed in' if you want the CRC application to store your login credentials. The application will
not ask for your password to login in future. You will instead directly connect to the endpoint after clicking
the link in the Comodo Remote Control dialog.

+  Click 'Sign In".
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The viewer application will open with a list of enrolled Windows endpoints. The endpoint associated with the ticket is
pre-selected for remote desktop connection:

€Y COMODO Remote Contral - O x

Coyote

All Devices Online

DESKTOP-BOUS55J0

Greg Wonderland

asm CWO002

WP ovoteewile@vahoo.com
coyoteewile@yahoo.cc

mm DESKTOP-D1OLOH4

BP. ot d@vahoo com
LA A= yariiis L)

Tip: Alternatively, you can launch the CRC application from your desktop:
«  Double click the desktop shortcut H or the system tray icon Bl open the login screen.
+  Login with your C1 username and password
«  Select the device you want to manage, from the next screen.

Once connected, a notification will be shown on the managed endpoint stating that an admin has taken control:

Joe

Connected 00:00:25

End session

«  The end-user can choose to allow the session or terminate it by clicking the 'End session' link in the
notification.

The 'Comodo Remote Control' interface will display the desktop of the remote computer:
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-

B3 DESKTOP-848HQQ3 - COMODO Remote Control — O x

Thursday, March 8

Device: DESKTOP-BABHQQ3 Status: Connected Connection: Direct Session Duration: 00:00:23

«  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.

Minimize/Maximize - Show/hide tool bar options.
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Actions - (Applies to Windows devices only) Send control
commands to the endpoint.

Send Ctrl+Alt+Del «  Send Ctrl + Alt + Del - Opens the Windows security
screen. This allows you to lock the computer, log the
Send WinLock current user out of the remote machine, change

passwords, view the local task manager or shut
down/restart/hibernate the machine.

Send special keys

+  Send WinLock - 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.

View - Change the display size of the remote desktop. The
available options are:

Best Fit -+ Best Fit- Automatically adjusts the screen
B resolution for the best visual experience.

Scaled «  Scaled - Displays the target desktop with the
resolution of the admin computer

Criginal
ngt - 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.

Switch Screen

All monitors

Monitor 1

L:.l Monitor 2

+  Select 'Switch Screen' to move to the next screen on the list
«  Select 'All Monitors' to view all connected screens simultaneously

«  Select an individual monitor to view it in stand-alone mode

Help - Shows the 'About Comodo Remote Control' dialog which shows version number and copyright information.
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@ About COMODO Remote Control

cCOMODOD

Remote control

6.16.10391.18030
The latest version of COMODO Remote Control is installed,

ITSM server: cndm.comodo. com

Copyright € 2018 Comada Security Solutions, Inc.
All rights reserved.

Add Materials to the ticket

Staff can add consumables, expenses and services to a ticket, and set the billable cost of these items.

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:
«  Admins can create a inventory of materials in ‘Admin Panel' > 'Manage' > 'Materials'.
«  Materials you add to the inventory will be available for staff to add to a ticket.
+  See Manage Materials and Expense Types if you need help with this.

Add materials to a ticket
+  Click 'Staff Panel' > Tickets'
+  Open the ticket to which you want to add materials
+  Click the 'Add Material' button at the top of the details interface:
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[seo S

S
Baparher Greg Wonderlard

Ticket information

Slatus: Paused ey Worsderland (5) -
Friorty: Meesrenal teleramabwi@gmail com
Departenent: Mairenance Dithers Construction Company
Crex T o
e+ Add/Edit Materials

Search material.

m
)
[+1]

Materials Added by Cost

The add dialog lets you add new materials and lists any materials that are already on the ticket.

- Start typing the name of the new material in the search box.

+  Ask your administrator if you don't know the name of the material. They are listed in 'Admin Panel' >
'Manage' > 'Materials'.

«  Select the material from the options that appear in the drop-down:

Add/Edit Materials

Search material.

Added by Cost

4GB RAM Coyote e

- Enter the quantity and price-per-unit in the respective fields. The total cost will be calculated for you:
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Materials Added by Quantity Cost Total

Printer cartridges  frontfork i 750 60

‘Service’ type materials only allow you to specify the price. You should add another instance of the material if you
want to increase the quantity:

Materials Added by Quantity Cost Total

Remote virus removal frontfork i e

Prices are charged in your account's default currency.
+  Repeat the process to add more items

«  Click 'Save' to add the items to the ticket
+  Staff can view all materials on a ticket by expanding the 'Material Details' pane in the 'Ticket Details' screen:

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: 520.00

New items have an approval status of 'Awaiting'.

«  Admins can approve or reject expense items in '‘Admin Panel' > 'Staff' > 'Material Approval'.
+  See 'Material Approval' in the admin guide if you need more help with this.
Add new items, edit prices or remove items from a ticket
+  Open a ticket's details by clicking it's number in the 'Tickets' interface
«  Click the 'Add Material' button
The 'Add/Edit Materials' dialog will open. Any materials which have already been added will be listed in the dialog:
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Add/Edit Materials

Search material.

Materials Added by Cost

R.J 45 Network Cable 2 meters Coyote 5.00
! Cooling Fan Coyote 10.00

4 GB RAM Coyote 20.00

- Start typing the name of an item in the search dialog. Select the item you wish to add from the options that
appear in the drop-down.

«  Edit the figures in the 'Cost' field to change the cost of the item.
+  Click the 'Delete' button to remove an item.
«  Click 'Save' for your changes to take effect.

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.

To 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
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+  Click the 'Schedule' button
Your calendar will open with the ticket details shown on the title bar:

= Comodo One » Service Desk » Tickets > My Tickels

My system is very slow #789
Reporer Greg Wonderland

Ticket Information
Status Open Usar: @Greg Wondedand (s) -
Pricrity: Mormal Email: telerarnabw@gmail com
Department: Mairitenance Organization: Dithers Construction Company
Create Date: Thu, Apr 52018 2 Phione:
Device Name Source

[
| Ticket #789: My system is very slow

oo [ ¢ 2 Apr 2018 - 8 Apr 2018 5 e :

Mon. April Tue, fge Wed_ April 4 Thi, Adquril 5 Fri, gl & Sat, dipril 7

«  The current week will be displayed by default. You can view the current week or day by clicking the
respective button above the calendar.

«  To move to next week/day, use the ">' buttons on the top
+  Double-click on the time-slot which you wish to schedule for the ticket

+  Enter a short description of the task
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Fri, April & Sat, April 7

10:15 - 10:30
W
%)

«  Click the tick mark &4 to save the schedule

The schedule will be displayed at the top of the 'Ticket Details' screen. You can reschedule or delete the schedule at
any time.

omodo One : e De = Che

m My system is very slow #789
Reporter: Greg Wonderland

Scheduled Time: 07.04.2018 - 10:15 (GMT +5.30) = 1 Pra

You are working on a ticket that is already

Status: Open User:

Priority: Normal Email:

The appointment will also be added to the calendar. You can view your calendar from the 'My Calendar' interface
(‘Staff Panel' > 'Calendars'). See Manage Calendars if you need more help with calendars.

To change the schedule for a ticket

+  Open the 'Staff' panel (see last link on the left)

+  Click 'Tickets' then a ticket type ('Scheduled', 'Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the scheduled ticket you want to open

«  Click the 'Scheduled Time' box and select 'Reschedule’ from the drop-down
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= Comodo One » Service Desk > Tickets » My Tickets

My system is very slow #789 ]
[ OPEN | y sy Y Scheduled Time: D?.ﬂ4.20‘|3—10:15{GMT+5.3[0 E

Reporter: Greg Wonderland
Rescheduésd
Dele ule

re working on a ticket that is already =

Status: User:
Appointment Edit |
Description Make a site visit for Dagwood
Tickets
Shared ]
LI Full day 1015 [l 7 [>| Apiil | 2018 | —  10:30 [vf 7 v April w| 2018 |v

The 'Appointment Edit' dialog will open.

+  Description - Task details as entered when creating the appointment. Edit the description as required.

+  Tickets - Lists all tickets associated with the appointment. Click the 'X" button at the right to remove the
ticket if required.

«  Shared - Select whether the appointment should be added to the shared calendar. See Manage Calendars
for more details on shared calendar entries.

«  The start and end time of the existing schedule period are shown in the time boxes. You can edit these as
required.

«  Select 'Full Day' if the appointment should take all slots in your working day.
- Click 'Save' to save your changes.
Your calendar will be updated with the new schedule/appointment
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¢ 2 Apr2018—8Apr2018 5 My Calendar -

Mon, April 2 Tue, April 3 Wed, April 4 Thu, April 5 Fri, April 6 Sat, April 7 Sun, April 8

To remove a schedule

«  Open the 'Staff' panel (see last link on the left)
+  Click 'Tickets' then a ticket type ('Scheduled', 'Open’, 'Unassigned', 'Overdue’, etc)
+  Click the number of the scheduled ticket you want to open

+  Click the 'Scheduled Time' box and select 'Reschedule’ from the drop-down

= Comodo One » Service Desk » Tickets » My Tickets

ey MY System is very slow #789 @duied Time: 07.04.2018 - 10:15 (GMT +5.m

Reporter: Greg Wonderland

Reschedule
Delete Schedule

a ticket that is already =-

Status: Open

User:

The page at https:iservicedesk.comodo.com says:

Selected schedule for ticket will be removed from system.

OK | | Cancel

+  Click 'OK"in the confirmation dialog

The schedule will be removed and your calendar will be updated accordingly.

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.

It allows users to identify and solve common issues by themselves without needing to create a support
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ticket.
+  Apart from providing a better service to your users, knowledgebase items can also reduce staff workload.
To 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.

= Comode One » Service Desk » Tickets » Mew Ticket

*
L= R =3 (AR - |
Repame john

& Change Ticket
Ticket Infarmation Chasmias

W@ Aelease (unassign)

Ticket

1 Mark as Overdue

Mark ag Linanswered

i Manage Forms

@ Ban Email

[H) Creats KB Enry

FAQ

Answer

Question

My system is very slow

Category Listing: FAQ category the question belongs to.

Select FAQ Category o
Listing Type: Public (publish) @ Internal (private)
Answer

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 FAQs
for more details.
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Change the ticket owner
Staff can change the user to whom the ticket belongs from the ticket details interface.
To 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'.

=3 3 0 2

@ Change Ticket

Owner
{ Iy Manage Forms
@ Ban Email
(selena@yopmail.com)
[£] Create KB Entry
& Print

Tip: Alternatively, click 'Edit' then 'Change' beside the user name from the 'Update Ticket' screen.

The 'Change user for ticket' dialog will open:
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Change user for ticket #789

€ Search existing users or add a new user.

Search by email, phone or name

Greg Wonderland Add New User
teleramabw@gmail.com

Dithers Construction Company

Contact Information

Phone Nurnber:

Internal Notes: Network connection

You can change the user in two ways:
Enter the user name or email address of an existing user in the search field. Select the user from the

suggestions that appear and click 'Continue'.
Create a new user by clicking the 'Add New User' button and complete the user details form.

126
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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 an organization from the user directory interface ('Staff Panel' > 'Users'
> 'User Directory' > Click on their username > Click the link next to 'Organization’).

« See'Add a user to an organization' in Managing Users more details.

Claim / Self-assign a ticket
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Unassigned tickets can be claimed in two ways:

+  Unassigned tickets will be automatically assigned to the first staff member who replies if 'Claim on
Response' is enabled by the administrator in the 'Ticket Settings' screen of the admin panel. See the online
help page for Ticket Settings and Options in the admin guide.

+  Staff can manually assign tickets to themselves by clicking the 'Claim' button in the ticket details screen.

To claim 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 'Claim' button

= Comodo One » Service Desk » Tickets » My Tickets

Display not clear #787
= = ' N
Reporter: Greg Wonderland

Department: Maintenance Organization; Dithers Construction Company

Create Date: Wed, Apr 4 2018 2:45 pm

Device Name: Web (182.74.23.22)

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 forms 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.

To 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'.
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~
= 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

The 'Manage Forms' screen will open:

«  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 the online
help page for Forms in the admin guide 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 v

Add a new form to this ticket
Asset Information

Phone 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.

«  To remove a form from a ticket, click the 'Manage Form' button then click the trash can icon beside the
form.

+  Click the 'Save Changes' button at the bottom.
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Block email ID of 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.

To block a user
«  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' 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.
To print 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 'Print' from the options.
The options to print the ticket with or without internal notes will be displayed:
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e
& Change Ticket
Owner
Ticket Print Options G ——
@ Ban Emai
Print Motes (jehn@yopmail.com
Frint Internal Motes/Comments [ Create KB Entry
—, = Frint
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 displayed:
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 Time(h:m:s) Staff Billable Manual
2016-04-22 01:37:38  2016-04-22 01:38:42 00:01:04  Coyote 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.
To edit 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 'Edit' button

System very slow #788
Reporter: Bumpsted Dagwood

Ticket Information

Status: Paused User: @Bumpsted Dagwood (14) ~
Priority: MNormal Email: mmoxford@yahoo.com
Department: Maintenance Organization: Dithers Construction Company
Create Date: Thu, Apr 52018 11:31 am Phone: 913214569870

Device Name: DESKTOP-D10LOH4 Source: Other (18.195.253.21)

The 'Update Ticket' screen will appear:
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User Information: Currently selected user

User: Bumpsted Dagwood

<mmoxford@yahoo.com=

Ticket Information: Due date overrides SLA's grace period.

Ticket Source: * Other

Category: — Select Category —

Department: Maintenance

SLA Plan: Default SLA (48 hrs - Active)

Time Spent: 0 hrs 30 min

Due Date: 04/12/21 11|>| o8 |:|

Ticket Details: Please Describe Your Issue

Issue Summary: * Systemn very slow
Priority Level: * Mormal

Asset Type: Other

Ticket Type: — Select —
Ticket Type Sub

Category:

Internal Note: Reason for editing the ticket (required)

User Information

C1 - Service Desk - Sta-ff-""G'Uiaféf
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L]

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.

- User: The name of the ticket owner and their email address

+  Click the 'Change' button to specify a different owner. You can change the user by:
- Entering the user name or email of an existing user in the search field. Select from the

suggestions that appear.

CcCOMODO

Creating Trust Online®

+  Creating a new user. Click the 'Add New User' button and complete the user details form.

Change user for ticket #788

€ Search existing users or add a new user.

Search by email, phone or name

Bumpsted Dagwood

mmoxford@yahoo.com

Dithers Construction Company

Contact Information

Phone Number: 913214569870

Internal Notes:

Add New User

Tip: New users will be added as guest users.

+  You can associate new users with an organization from the user directory interface (‘Staff Panel' > 'Users'
> 'User Directory' > Click on their username > Click the link next to 'Organization’). See 'Add a user to an

organization' in Manage Users more details.

Ticket Information

Ticket information is fetched automatically from the system. You can change these details as required.
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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 will need to change the
department if the ticket needs to be assigned to a staff member in a different department.

+  Choose the new department from the drop-down

Tip: You can also change the department to which a ticket is assigned from the 'Actions' pane of the 'Ticket Details'
interface. See Change the department for more details.

«  SLA Plan: The service level plan associated with the ticket. This depends on the settings in Ticket Filters,
Ticket Category, Department or the default SLA settings. You can also manually change the SLA plan if
required.

«  Choose the new SLA plan from the drop-down
«  Time Spent: The total time spent so far on the ticket.

«  Due Date: Allows you to change the due date and time of the ticket. This overrides the period defined in the
SLA plan assigned to the ticket.

Ticket Details

Ticket details area shows the basic details of the ticket, entered when creating it. It contains both the default fields
and custom form fields depending on the settings. See 'Manage Forms for the ticket' for more details.

« Issue Summary: The description that was entered when the ticket was created.

«  Priority Level: Ticket priority is set by Ticket Filters, Ticket Category, Department or default priority settings.
You can manually change the priority, if required.

+  Choose the new priority level for the ticket from the drop-down
«  Asset Type: The category of asset that was selected when the ticket was created.

+  Change the asset type using the drop-down if required.

«  Ticket Type: The type of category selected while creating the ticket. The options available are 'Alert’,
‘Order' and 'Problem'.

+  Change the type using the drop-down, if required.

+  Ticket Type Sub Category: Specific issue type as chosen by the person who created the ticket. For
example, 'Overheating' may be a sub-category of 'Problem’.
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+  Change the sub-category, if required.

Internal Note

The 'Internal Note' area lets you enter a reason for updating ticket details.
+  Click the 'Save' button to update the ticket

Close and Reopen tickets

Staff members 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.

Notes:
+  You can close a ticket only if it has an 'Open' status. '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.

To 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

+  Click the 'Close' button

System very slow #788
Reporter: Bumpsted Dagwood

Ticket Information

Delete

‘ % Close '

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.
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+  Enter the reason and click 'Close'
To 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' screen will be displayed:

Add Material & Delete

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 areason 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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% Close Delete More

System very slow #788
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.
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.

To pause/resume 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 '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.
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Pause Ticket #767 Resume Ticket #767
Are you sure you want to PAUSE this ticket? Are 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.

Ticket Information
+  Click the Ticket Information' stripe to open/close the 'Ticket Information' pane

«  The 'Ticket Information' pane shows the user who raised the ticket along with ticket status, assigned staff
member, due date, billable time, materials and more.

«  The number of fields that are displayed depends on the 'Forms' added to the ticket by the administrator.
See the online help page 'Forms' in the admin guide for more details. The screenshot below shows a ticket

with default fields:
Ticket Information ~
Priority: Normal User: @Wvantistude  (433)~
Department: Maintenance Email: avantistude@gmail.com
Create Date: Wed, Sep 19 2018 3:11pm Organization:
Device Name: DESKTOP-D80SVJJ Phone:
Closed By: Automated Agent Source: Other
Close Date: Wed, Sep 19 2018 3:11pm Last Message: Wed, Sep 19 2018 3:11pm
Last Response: Fri, Sep 21 2018 10:1%am Asset Type: Workstation
First Reply: Om Category:
Last Update: 21.09.2018 10:31 am Resolution: Close ticket.
Submit files to Comode support after
scan results Read Less

- 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 Edit a ticket for more details.

«  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. See Edit a ticket for more

details.

- Create Date: The date and time at which the ticket was created.

« User: The name of the user that created the ticket, or on whose behalf the ticket was created by an agent.
The number beside the user name shows the quantity of tickets raised by the user/on behalf of the user.

+  Click the number beside a user's name to view and manage the tickets associated with the user
and manage the user and the organization to which he/she belongs. See 'Manage Users' and
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'Managie Organizations' for more details.

User: @Blondie Dagwood (%.B}v
Email: n
= 14 Open Tickets
Oraanization: | [0 2Closed Tickets
# All Tickets
@ Manage User

B Manage Organization

+  Email: The email address of the user who created the ticket, or on whose behalf the ticket was created by
an agent. Tickets which were automatically submitted by an endpoint-agent will have the address 'Ticket
User'.

+  Organization: The organization to which the user belongs.

+  Create Date: The date and time at which the ticket was added to Service Desk

«  Phone: The contact number of the user.

«  Device Name - The label assigned to the device by the user

«  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. Refer to the explanation under Reassign
Ticket for more details.

«  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. See Edit a
ticket for more details.

+  Due Date: The date and time before which the ticket should be closed. The due date will be auto-generated
based on the SLA plan and the department, or manually set by an agent during ticket creation. You can
change the due date by editing the ticket. Refer to the explanation under Edit a ticket for more details.

«  Category: The ticket category that was selected by the user when creating the ticket.

«  Last Message: The date and time at which the most recent message was received from the user.
« Last Response: The date and time of the most recent response from a staff member.

«  First Reply - Date and time at which the first response was send 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 Type Sub-Category: Specific issue type as chosen by the person who created the ticket. For
example, 'Overheating' may be a sub-category of 'Problem’.

Ticket Workflow

+  Click the Ticket Workflow' stripe to open/close the 'Ticket Workflow' pane
The 'Ticket Workflow' pane appears only for multi-stage tickets. It shows all stages added to the ticket based on the

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 140



C1 - Service Desk - Staff Guide ZETE

ticket category.
Ticket Workflow A
Name Status Action
?;ﬁ;{e Ouote In Progress
Stage 2: + Complete

In Progress
Generate Purchase Order ) 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 will be 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'.
Actions

+  Click the 'Ticket Actions' stripe to open/close the 'Ticket Actions' pane

The 'Ticket Actions' pane allows staff to post replies, claim a ticket, assign/re-assign a ticket, add materials,
pause/resume a ticket and more.

« Post areply

« Post an internal note
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Ticket Actions -

Info! Reply posted successlully

Past Reply Past [nternal Note Dept. Tranafer Acsign Ticket
TO: Avanlistude =avantistudei@agrnail. com= o
CC: Add CC
Collaborators; el Recipients
Responsa: * Select a canned reaponse w

&+ 49 & B I ¥ A A

-
i
i
il
il
B
B
i
&
"l

|
=

Antnchments: Browsa... | Mo fike sedected.

Signature: @ None
Ticket Stafus: [[] Reopen an Reply

Resolution: [ Set Reply as Resolution

«  Change the department

+ Reassign the ticket

- Initiate Quote generation for billable items
To 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 OC

Collaborators: Add Recipients

Response: * Select a canned responze b
L+ L | Aa B I u A n o H = = = (&l [ BE es - — 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

«  From: The email address used to send the reply to the user. The 'Organizations' interface allows you to set
default 'From' addresses for each organization. See Manage Organization Details in Manage
Organizations for more details. If required, you can choose a different email address from the drop-down
too.

+  To: The recipient's email address. Alternatively, select the option 'Do Not Email Reply'. The user can view
the response only in the web portal if the latter is selected.

+  Click the Add CC link to add more recipients.
+  Collaborators: Add people who also worked on the ticket as additional recipients.

Note: Collaborators can also be configured in an organization's 'Settings' tab:
+  Click 'Users' on the left then 'Organizations'

«  Click the name of the organization to open its details interface
+  Click the 'Name' of the organization in the upper panel
+  Click the 'Settings' tab and scroll to the 'Automated Collaboration' section

See Manage Organization Details in Manage Organizations for more details.

+  Click the 'Recipients' link to view and manage the list of collaborators added to the ticket
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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

Default User noreply@one.comodo.com

Ticket User dyanorat481@gmail.com

B = & &

Rich Cyclist humbersafety@gmail com

Add New Collaborator

- Toenable or disable a recipient in the list, select/deselect the checkbox at the left of the user name
To remove a recipient from the list, click the trashcan icon at the right of the user name
- To add a new collaborator to the list for the ticket, click 'Add New Collaborator'
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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:

The 'Add a collaborator' dialog allows you to add a user in two ways:

«  Enter the name or email ID of a user in the search field. Select the user from the suggestions
that appear and click '‘Continue'.

«  Create a new user by filling the form and click the 'Add User' button.

Tip: If you are adding a new user, he/she will be added as a guest user. You can assign the user to an organization
in the 'User Directory' interface:

+  Click 'Users' > 'User Directory'
+  Click a user name in the list to open their details page
+ Inthe upper-pane, click the 'Add Organization' link next to the 'Organization' label.

See 'Add a user to an organization' in Manage Users for more details.

«  Repeat the process to add more collaborators
+  Click 'Save Changes' in the 'Ticket Collaborators' dialog for your changes to take effect.

+ Response: You can respond to the ticket by typing a reply in the text editor or by selecting an option from
the drop-down.
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Collaborators: Recipients (6 of 7)

Select a canned response

Select a canned response
Original Message

Last Message

Response: * Acknowledgement
Contact Manager

Payment procedures
Ticket Paused

What is osTicket (sample)?

- Original Message: The last message sent by the user.
«  Last Message: The first message sent by the user.

« Canned Responses: Select a canned response to be sent to the user. ‘Canned Responses' can be
added and edited in the knowledgebase section ('Staff Panel' > 'Knowledgebase' > 'Canned
Responses'). Refer to 'Canned Response' for more details.

- 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 Browwse . | Mo file selected.

Tme 00:00:23 0100

Spent:

Service — Select — W [] Billable
Type: *

Signature: (@) MNone

Ticket [] Close on Reply
Status:

Resolution: [] Set Reply as Resolution

«  To add the time spent on the current session as billable work time, select the 'Billable’ checkbox

«  Service Type: Choose the kind of service offered during the current service session from the drop-down.
The charges for the current session will be calculated based on the time spent, asset type mentioned in the
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ticket and the service contract associated with the customer company.
+  Signature:

« None - Means you can either send with no signature OR type a custom signature in the editor.

« 'My Signature' and 'Dept. Signature' can be created in the 'Staff Members' and 'Department' areas of
the admin panel respectively.

«  Ticket Status: Select 'Close on reply' if your response will complete all possible work on the ticket. The
ticket will be automatically closed when the response is sent to the user.

+  Click the 'Post Reply' button to respond to the ticket.
«  Click the 'Reset' button to clear the selections and entries.

+ Resolution: Select this option if you want your reply to double as the ticket resolution. A resolution is an
indication of the ticket's current status in your work-flow. Examples include 'Resolved', 'Unresolved', 'Won't
fix', 'Escalated’ etc.

To post an internal note
«  Click the 'Post Internal Note' tab

Post Reply ( Post Internal Note ) Dept. Transfer Reassign Ticket Create Quote

Note Title:

Summary of the note (optional)

<> 4 A B I U A A §F 1= = &= &= M N B o = —
Note details

Internal Mote: *

Attachments: Browse... | Mo file selected.

Tmespent  00:31:15 I I

Service Type: * _ Select — +| UBillable

Ticket Status: —unchanged — =

+  Note Title: Enter a short summary for 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. To remove the attachment,
click on the file and select 'OK'" at the confirmation screen.

«  Time Spent: The timer shows the time spent on the current service session

«  To add the time spent on the current session as billable work time, select the 'Billable’ checkbox

«  Service Type: Choose the kind of service offered during the current service session from the drop-down.
The charges for the current session will be calculated based on the time spent, asset type mentioned in the
ticket and the service contract associated with the customer company.
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«  Ticket Status: To change the status of the ticket, select from the options. The options change depending on
the current status of the ticket. For example, for an open ticket, the options are 'Unchanged', 'Close the
ticket' and 'Mark As Unanswered'.

+ Resolution: The resolution field of a ticket 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.
Aticket 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 will be saved, the work time will be added to the ticket and the status
of the ticket will be changed as chosen from the 'Ticket Status' drop-down.

Change the department

«  Aticket will be automatically assigned to a department depending on the help category chosen by the user
when creating it.

+ You can change the department if required.
To change the department for a ticket

+  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: * ) h
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.
+  Click the 'Reset' button to clear the selection and comments.
Assign/Reassign a ticket
+  Tickets auto-generated by Comodo One modules can be assigned to staff members.
+  Tickets that are already assigned to a staff member can be re-assigned to a different staff member.

Tip: You can assign individual or multiple tickets at once without opening the ticket(s). See Assign Tickets to a
Staff Member in Manage Tickets for more details

To assign/reassign a ticket
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+  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

«  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.

Click the 'Reset' button to clear the selection and comments.

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).

«  CQM quotes can also be initiated from the Service Desk module. After a quote has been initiated in service
desk, a draft quote will be automatically created in Comodo Quote Manager.

«  Please note:

«  For using this feature, the department to which the currently logged-in staff belongs, should have
been enabled for quote generation by an admin, from the 'Admin panel' > 'Staff' > 'Departments'
screen. See the online help page Departments of the admin guide for more details.

+  The ticket should be assigned to the logged in staff member.
To initiate quotes from Service Desk tickets

«  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

«  Ensure that the ticket department is enabled to generate quote and 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
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Post Reply Post Internal Note Dept. Transfer Reassign Ticket Create Quote

Motes: *
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'
A draft 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
MNotes: Create a quote for a printer connector cable

+  Click the 'Quote # NN' link to view the draft quote in the Quote Manager console:
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« HOME

ServiceDesk: System going sluggish

Sub-total $0.00 j

Tax $0.00 Quote
Number

Grand Total including tax $ 0.00 1712

To

Created

Feb 15,
2018
9:49 AM

Expires
May 16,
2018

9:49 AM

From
ServiceDesk

History

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.

To view the log of actions 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 '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.
Material Details

+  The 'Materials Details' pane shows an itemized list of any components used 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 also displayed under 'Status'.
To 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.

Time Spent

«  The 'Time Spent' pane shows the cumulative time expended 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 add/edit any 'on-site' time
manually.

«  Each service session on the ticket is shown as a separate row:
To 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
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(%) Add Work Time

Start
2018-04-09 15:00:00

2018-04-1012:27:23
2018-04-1014:34:06
2018-04-1015:11:21
2018-04-11 09:30:00
2018-04-11 09:30:00
2018-04-11 10:29:27
2018-04-11 10:43:12
Total Spent

Total Billable

cCOMODO
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End Time Service Type Staff Billable  Manual  Action
2018-04-09 15:30:00 00:30:00 Onsite Coyote v L4 e
2018-04-10 12:28:21 00:00:37 Remote Coyote
2018-04-1015:11:18 00:31:49  Telephone Coyote
2018-04-10 16:56:00 00:27:28 Remote Coyote v
2018-04-11 09:40:00 00:10:00 Remote Steam v v
2018-04-11 09:45:00 00:15:00 Onsite transtar v v
2018-04-11 10:32:45 00:00:41 Telephone Steam
2018-04-11 10:44:39 00:01:27  Telephone Coyote
01:57:02
01:22:28

Time Spent - Column Descriptions

Column Header Description
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 during the session.
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
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B. Delete the item

Time spent for each support session is added to the ticket in two ways:
«  'Time-spent' counter
«  Manual Entry

The 'Time-Spent' Counter

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.
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ARinchments Browse__. | Mo file selected.

tme 00:01:03 100

Ticket Telephone

—

Status:

Resolution: [] Set Reply as Resolution

«  The time spent will be automatically added to the ticket.
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.

«  The option to manually add time must be enabled by an admin in 'Admin Panel' > 'Settings' > Tickets'
(Under 'Time Settings'). See the online help page Ticket Settings and Options in the admin guide if you
need help with this.

To 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

The 'Add work time' dialog will appear:

+  Staff - Drop-down shows the admin/staff assigned to the ticket 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

Note: The staff selection drop-down is only available to staff assigned to or added to the ticket. Time added by
other staff members will be automatically included under their own name.

- Start Time and End Time - Click inside the 'Start Time' and 'End Time' fields and 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

Time 09:30:00

Hour
Minute
Second

Now 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 will be added to the list.
« You can edit or remove the time spent by clicking respective buttons in the 'Action’ column.
Staff
«  The 'Staff' pane shows agents assigned to the ticket and the time they have spent on it.
«  You can also manually add agents that worked on-site and enter their time spent.
«  The new agent will be able to access the ticket.
«  Once the new agent opens the ticket, their work time will be added to the time spent on the ticket.
To 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) A
(%) Add Staff

Staff Start End Time Zone Action

jacob 2018-04-11 05:30:00 2018-04-11 10:00:00 GMT +05:18 & T

Staff - Column Descriptions

Column Header Description
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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 started working on the ticket
End The date and time at which the staff finished working on the ticke]
Time Zone The time zone followed by the staff

Action Controls for editing and removing a staff :

[# - Edit the staff
T - Remove the staff

To add a new staff to the ticket
+  Click the 'Add Staff' at the top left of the table

Start End

|

20180411 05:30:00 2018-04-11 10:00:00

Staff: -
Start Date:

Hours:

The 'Edit Staff' dialog will appear.
+  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.
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+ Ifrequired, you can manually add time to the ticket for the staff member as described here.
+  Click 'OK'
The staff member will be added to the ticket.

2.4 Manage 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 administrators in 'Admin Panel'
> 'Settings' > 'Knowledgebase'.

To view, manage and add knowledgebase items:

«  Click 'Knowledgebase' on the left

DASHEBOARD :
Frequently Asked Questions
USERS |
TICKETS Al Categories w
B} KNOWLEDGERASE . m
Fis All Categories o
Categories
= All Organizations b
Canned Responaes

All Azzets w
MY TIME SHEETS :

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

Be Services (0} - Internal
PROJECTS

ADMIN PANEL

The following sections explain more about:
«  Managing FAQs
- Managing Categories

+ Canned Responses

241 FAQs

«  Click '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.
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+ New categories can be created in the 'Categories' section ('Staff Panel' > 'Knowledgebase' > 'Categories').
See 'Managing Categories' for more details.

«  To edit a ticket, 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.

«  To open the FAQ screen, click 'Knowledgebase' > 'FAQs'

[
= Comodo One » Service Desk » Knowledgebase » FAQS

Frequently Asked Questions

All Categories ! m

All Categories 4
All Organizations
All assets

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

Filter Options
The upper part of the FAQ screen allows you to filter and search for FAQs:

+  Filters allow you to search for specific FAQs and/or narrow results by specifying the FAQ category, ticket
category, organization or asset category.

«  The 'All Organizations' and 'All Assets' options are used for searching ticket threads that have been added
to the knowledgebase.

+ Toview all FAQs again, clear any filters and click the 'Search' button, or simply 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
To view a FAQ

+  Click the name of the category.

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 163



cCOMODO

Creating Trust Online®

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

[ — mputer going sluggish (1) - Public
'.‘-"- =) nect - Public

Comodo One » Service Desk » Knowledgebase » FAQs

Frequently Asked Questions

Categaory Name | Requests for Quotes - Pulblic
Category Description - FAQs related to generating price quotes for products, services and software.

Last updated 04,/26,/2016 5:52 pm

() addMewFag  [#) Editcategory AT Delere Category

E) Quote for 500 sheets of print paper - Published

All FAQs in the category will be 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:

(=]
= Comodo One » Service Desk » Knowledgebese » FAQs

Frequently Asked Questions

Category Mame : Requests for Quotes - Public
Category Description | FAQS related to generating price quotes for products, services and software.

Last updated 04/26/2016 5:52 pm

() aaarewrng [#) egivcaregory i} Delete category

Question : Quete for 500 sheets of print paper
B guote for 500 sheets of print paper - Pubighe

Attachment :

Question:Answering request for papers

Last updated : hon, May 30 2016 421 pm

view | Atlachiments (0} | Edit
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+  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
category.

To add a 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 'Managing
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.

Ticket Category

«  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 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.
Editing a 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.

To edit a FAQ
«  Click 'Knowledgebase' on the left then 'FAQs'
+  Click the category in which the 'FAQ' that you want to edit is placed.
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The list of FAQs in the category will be displayed.

= Comodo One » Service Desk > Knowledgebase > FAQs

Frequently Asked Questions

Category Name : Check cat - Public
Category Description - Check

Last updated 12/08/2017 2:41 pm

E} Add Mew FAQ EI Edit Category EI Delete Category

My computer is taking oo much time 1o process 3 raquest. - FD

B What is my new faa - Published

+  Click on the FAQ that you want to edit.
The 'FAQ' details screen will be displayed.
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= Comedo 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 cument RAM may not able to support multiple applications for its size

Try tha 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 waork, please raise a ticket

Attachments :
Categories | Report a Problem / Access |3sue, Access to sharepoint, Feedback, General Inquiry, Report a Problam

Last updated : 12/20/2017 4:27 pm

Options:

Select Action

cCOMODO

Creating Trust Online®

+  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.
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@ 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
far 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 above do not work, please raise a ticket.

Last updated : Wed, Dec 20 2017 4:27pm

View | Attachments ( IZI‘.-

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) L

Listing Type: & @ Public (publish) C internal (private)

Answer

< 9 Ra B I u A (A ]

(%]

= oEm OE N M O BE O o o—

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.
Publishing / Unpublishing a 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.

To publish/unpublish a FAQ

- 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 'lj% v

Select Action
Publish FAQ
Delste FAQ

Alternatively, you can open the 'Update FAQ' for the question by selecting 'Edit FAQ' from the 'Options' drop-down
and change the 'published' status of the FAQ. See the explanation of editing a FAQ for more details.
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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

<> % A B I = W M BHEH O =

=

1=

B
L1
m
1]
il
.

Removing a FAQ
FAQs that are no longer needed can be removed from Service Desk.
To delete a FAQ
+  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 " ¥
select Action e
Publish FAQ
Delete FAQ

The 'FAQ' will be deleted from the category.

24.2 Manage Categories

+  Frequently Asked Questions (FAQs) can be added to categories of your choice. New FAQs must be added
to an existing category.

«  Click 'Knowledgebase' > 'Categories' to add, view and edit FAQ categories
+  Categories can be made 'Public' or 'Internal'. Individual FAQs can also be made 'Public' or 'Internal'.
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«  '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.

«  To publish a category, select the checkbox next to it then click the 'Make Public' button.

«  To make a category private, select the checkbox next to it then click the 'Make Internal' button.

=

FAQ Categories

; o R
(2) A New Categery show 10 records *| Search...
HAME & TYPE & FADS & LAST UPDATED #
Cormguiler going sheggish Public 1 05/04,/2017 1257 pm
Requests for Quotes Public 1 04262016 5:52 pm

Public

DE0/20T6 422 pm

Prirter Issues Public

08/30/2076 424 pm

€ Prev 1 Nexts

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
To add a new category

+  Click the 'Add New Category' link at the top
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FAQ Categories

Add New Category

Categovy information

Category Type : O Public (publish) & Private (intarnal)

Visible for role : & All & Only Selecled

Role
Visible for Organization All® Only Selected

Urganizaton

Categary Mame: Short descnptive name

Category Descriplion: Summary of the category

L& 1 ha B I u L] n & El E = = ad [ B o = 2 —

Internal Notes

The 'Add New Category' screen will be displayed.
Category Type: Select whether the FAQ category should be marked as 'Public' or 'Private’. By
default it will be selected as 'Private’.

« Visible for Role: Allows you to specify which staff role(s) can view the FAQs in the category.
Select 'All' to allow all roles to view them. Choose 'Only Selected' to restrict visibility to certain staff
roles.

+  Visible for Organizations: Allows you to decide which organizations' users can view the FAQ
category. Select 'All' to allow users from all organizations to view them. Choose 'Only Selected' to
restrict visibility to the users of certain organizations.

- 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.
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+  Click the 'Add' button to save the category.
To edit a category
+  Open 'Knowledgebase' > 'Categories'
+  Click on a category name to edit the category
OR
+  Open 'Knowledgebase' > 'FAQs'
«  Click on a category name then click 'Edit Category'

Click on a category o add new FAQS or manage its existing FAQs

B Computer g luge - Public

E Comedo One » 5 mvice Desk » Knowledgebase » Fads

Frequently Asked Questions

Catagary Mame - Requests for Quotes - Publc
Catagary Description : FAOs relsted to generating price quaotes for products, services and software.

Last updated 04./26/2015 5:52 pm

G__‘:, Add Mew F\A @' Delete Categony

B Quote for 500 sheets of print gages - Published

The 'Update Category' screen will be displayed. 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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B
= LComodo One > Service Desk » Knowledgebase » Categonies

FAQ Categories
@ Add Hew Catogory Show 10 records * Search
NAME = TYFE = FAQS 3 LAST UPDATED =
Public 1 05404/ 201 7 12:57 prm
Public M/ 26/ 2016 552 pm

FAQ Catggo!
Q ‘}:lr‘f

Update Category: Requests for Quotes

Calegory informalion

Category Type : @ Public (publizh) O Private (internal)

Wisible for role ; & A {nly Salected
Wialble for Organization ;@ Al O Only Selected

Category Mame: Shorf descriptive nams
Requests for Quotes

Category Description: Summary of the catagoey.

¢ 4 a B I U & B 5 m@= = m ™ W E BE 03 B o=

FAQs related to genarating price quotes for products, services and software

Internal Nates

(o o

- Edit the category as required and click the 'Save Changes' button.
To delete a category
«  Select the category and click 'Delete’ at the top.
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Catagory Name : Requests for Duates - Public
Category Description : FAds related to generating price quotes for products, services and softwara

Last updated 0472672016 5:52 pm

IE-:I Add Mew FAQ EI Edit Camegory ‘M

B ougte for 500 sheets of print paper - Publishad

«  Alternatively, open 'Knowlegdebase > 'FAQs' page, click on the FAQ category to be edited and click 'Delete

Category' from the FAQ list page.

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

Category Mame | Reguests for Dudates - Fublic

Category Description : FAds related to generating price quaotes for products, services and softwara

Last updated 0472672016 5:52 pm

@ Add Mew FAQ E. Edit Coegary ‘W

B Quote for 500 sheets of print paper - Publishad

«  Click "Yes, Do it!" in the confirmation screen.

Note: Removing a category will also delete the FAQs under it.

To mark a category as public or private

+  Click 'Knowledgebase' > 'Categories' to open the 'Categories' interface
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FAQ Categories
- T anare
G:) Add Mew Canegory il Delete Show 10 records T SEAre .h %
MAME & TYPE & FAQS & LAST UPDATED &
e oing slugaish Publie 05/04,/2017 1257 pn
Equests for Quotes Publle 1 04 26/2016 5:52 pm

D5/3Z0NE 422 pm

Erinter igsyuas ntarna 1 05302016 4224 pm

& Prew 1 Next =

«  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

24.3 Canned Responses

The 'Canned Responses' feature allows staff to create stock replies to common or routine issues. Staff can then
quickly insert one or more canned answers when replying to a ticket.

«  Canned responses can be enabled in 'Admin Panel' > 'Settings' > 'Knowledgebase'. Disabling will not affect
canned responses automatically sent out as part of a filter...

+  Canned responses can be automatically sent out in reply to certain tickets. Admins can set this behavior in
Ticket Filters (‘Admin Panel' > 'Manage' > 'Ticket Filters').

«  To open the 'Canned Responses' screen, click 'Knowledgebase' on the left then '‘Canned Responses' in the
'Staff Panel'.
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/
/

= Comodn Ong > Sorvics Desh > Knawledgebass » Canned Respan

Canned Responses

G:l At Beew Hesponse Show 10 records W 96? |'-:|-| i
TITLE 8 STATUS & DEPARTMENT & LAST UPDATED &

What ks osTecket (sample)? ! all Departments 0304/ 2016 5:21 pm
Sample [with vanahles) 4 All Departments 03042016 5:21 pm
Acknowdedgement ! all pepartments 04/25/2016 11:21 am
Comtact Mangger All Departments 04725/ 2016 17:24 am
Tickes Paysad Al Departments Q4737 M A 1038 am
£ Pray Hext @

Sorting and searching options

+  Click a column header to sort items in ascending/descending order
+  Use the 'Show records' drop-down on the right allows you to select the number of entries to be displayed
per page.
+  Use the 'Search’ field to filter by response name.
«  Toremove all filters, clear the search field and press 'Enter' (or simply click the ‘Canned Responses' link).
Column Headers
+  Title: The name of the 'Canned Response'. Clicking a name will open its update screen.

- Status: Indicates whether the 'Canned Response' is active or disabled. Only 'Active’ responses will be
available for selection from 'Ticket Details' interface while managing a ticket. See Ticket Details for more
details.

+  Department: Displays to which department the pre-made reply is assigned and will be available for
response to tickets for that department.

« Last Updated: The date and time the 'Canned Responses' was edited and updated.
From the interface, a staff member can:

+ Add a new 'Canned Response'

«  Edit a 'Canned Response'

+ Delete a 'Canned Response'

« Enable or disable a ‘Canned Response'

To add a new 'Canned Response’
+  Click 'Add New Response' at the top
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Canned Responses

Shaw 10 recodds * Search

Canntl Response

Add Mew Canned Response

Canned Response Seftings

Clabus B Active T Disabled

Departmeni

All Departments

Canned Response: Make the title short and clear

Camned Responas * {Supported Yarables)

Cannad Attachmants (optional]
Choose File | Mo file chogen

You can upload up o 10 attachmenls per canned response

Internal Motes: Motes about the canned response

The 'Add New Canned Response' screen will appear.
Canned Response Settings
+  Status: Allows you to 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
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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 Responsf* (Supported Variables)

L | g B I u A

Base Variables
S{ticket.id}

H{ticket. topic)

Sdreport. typel
%{recipient name}

S{report datetime_to)

%{report.datetime_fron

Ticket Variables

& B pjease note that nonbase vaniables depend on the contest of use.

Ticket ID (internal ID)

Halp topic

%{ticket dept} Department
{ticket stafi} Assigned/closing staff
S{ticket leam) Assignad/closing team

Scheduled Reports Variables

Report type name
Reciplent name

nt Report filter time (FROM)
Repadt filter time (TO)

Qther Variables
%{message)

S {ticket.number} Ticket mumdber (external ID) %iresponse) Outgoing response

H{ticket, email) Email address Slcomments) Agg ."Jl'l.'1'.‘1“-‘.*-'| COTITIRE
w{ticket name) Full name — see name expansion %inote) Irtermal note (expandabla)
%{tickel. subject} Subject Salassignes} Assigned staff/team

%{ticket. phone} Phone mumber | ext %fassigner} Staff assigning the tickst

S{ticket. status) Status Sfurl} 1 Service Desk's base url (FODM)
S ticket, priority) Priarity P . Resef link used by the passwaord

v < wireset_hink}

L{ticket. azzet) Aszet type rezet featune

S{ticket.categary) Category Hame Expansion

%{ticket subcategony} Subcategory first First Name
%iticket.assigned!  Assigned staff and/or team Jmiddle Middle Mame(s)
Siticket create_date) Date created Izt Last Name
s{ticket.dua_date}  Due date Aull First Last

;. Elticketclose date] Date closed legal First M. Last
w{ticket.auth_token} Auth token used for suto-login ahaoirt FirstL
“itcket.client_link}  Client's ticket view link formal Mr. Last
Siticket staff_link]  Staffs ticket view link shortforrmal F Last
Expandable Variables (See Wiki) lastfirst Last, First

Incoming message

«  To clear the text, click the trash can icon at the top right.

«  Canned Attachments: To add any attachments to the reply, click the 'Choose File' button, select the
required file and click the 'Open' button. To remove the attachment, click on the file and select 'OK' from the
confirmation screen. You can attach up to 10 files 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.
To edit a 'Canned Response'

«  Click the canned response to be edited
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Canned Responses

IE:I Add Mew Hesponse Show 10 records b '3—3:: n...
TITLE = STATUS = DEPARTMENT % LAST UPDATED =
What is oslicked (sample)? All Cepartments 037042016 521 pm

m Passive All Deepartmanls 037042016 B2 prr

Canned Rgsponse
Update Canned Response
Canned Response Settings
Status. activa @ Disabled

Department

&l Departments L

Canned Response: Make the title short and clear

The 'Update Canned Response' screen will be displayed. The screen is similar to Add a New Canned Response
screen. For descriptions of the parameters, see the explanation of adding a new canned response.

+  Edit the canned response as required and click the 'Save Changes' button.
To delete a 'Canned Response'

+  Select the canned responses you want to remove from the list and click 'Delete' at the top
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Canned Responses
@ Add Hew Response @ Fruaily: @ Diankie Shaw 10 reconds *| Search..

TITLE & STATUS 3 DEPARTMENT = LAST UPDATED @

[E) Wha is osTicket (sample)? i 03/04/2016 521 pm
Sarnple (with variables) Fassive all Departments 03/04/2016 5:21 pm
Ackr 11 All Departments 04/25/2016 11:21 am
1 Manz All Depariments 04/25/2016 11:24 am
Tickat Paused All Depariments D4/27/2016 10:38 am
¢ Frev 1 Mexts

- Click the 'Yes, Do it!" button in the confirmation screen.

Please Confirm

Are you sure you want to DELETE selected canned responses?

Deleted items CANMMOT be recoverad, including any associated attachments.

Enable or disable a 'Canned Response'
+ To disable active canned response(s), select it/them and click 'Disable' at the top
«  To make disabled canned responses active, select them and click 'Enable’ at the top
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Canned Responses

Shao ¥ Canrm
IE:) Add Mew Respon @ Enabie @ Dwsabie 'ﬂ[ Detete Show 10 records 2eal 'uh. .

TITLE 2 STATUS 2 DEPARTMENT 2 LAST UPDATED 2

Whirl i osTicke! (sample)? t All Departments 0370452006 5:27 pm

= Sample [wilh varislies) All Departments 03/04/ 2016 521 pm
¥ | Acknowledgement All Departments 04/25/2016 11:21 Bm
t Manage Activ All Departmants 04/25/3016 11:24 am
Ticket Paused t All Departments 04/27/ 2006 10:38 am
p 1 Mex

+  Click the the "Yes, Do it!" button in the confirmation dialog.

Please Confirm

Are you sure want to disable selected canned responses?

Yes, Do it

2.5 Manage 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.

«  To open the 'Projects' interface, click 'Projects' on the left in the 'Staff Panel'.
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/
/

_
2 Comodo One * Servioe Oesk » Projects

Projects

@'F-'“'““""-'"" Show 10 records L B ia | P

PROJOCT NAME & DLIRATION (MAS) & COMP = TIME SPENT BILLABLE TIME START DATE = EWD DATE =

ab 1 o 000000 0o:00:00 04/12/2014 01011970

&0 63.8 79 b1:58 B 200 0502720

S2tup 3 orinler 3 custormey nilwork o 0 pLEE R 01:01:38 Q503206 0508/ 2076

..... 0 000000 00000 020 D97

a Q004 5R ono1n2 12203014 12202006

mal Forumial Dewice 2 17.5 07120400 00:00:00 a1/04/2017 01,/04/2007

% Prev 1 Hext®

Existing projects will be displayed in the screen.
Sorting items
+  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. The default value can be set in the "My Profile" interface. You can
navigate to different pages by clicking 'Next' and 'Prev'.

Search Option

«  The 'Search’ field allows you to filter by project name. Enter the parameter fully or partly in the 'Search’ field
and click the 'Search' button.

« The 'From' and 'To' date fields allows you to filter by time periods. Enter or select the date from the
calendars and click the ‘Search' button.

+  You can group name and date filters to refine your search.

«  To clear filters and display all projects, clear the search fields (or simply click the 'Projects' link).
Column Headers

+  Project Name - The name of project added.

«  Duration - The total duration of a project is the combined duration of its individual tasks.

«  Completion - The total completion status of a project is calculated from the completion percentage of
individual tasks in the project.

+  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
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Creating a new Project

Staff members can create new projects and integrate tasks to it. You should specify a duration for each task/sub-
task.

To create a new project

+  Click 'Add New Project' from the 'Projects' interface

= Comodo One » Service Desk * Projects

Projects

Project Properties

Project Name: * Setup 2 new Web Server

Start Date: * 05/01/2017 i

i
Lroctlte it

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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Projects

Setup a new Web Server

Time Tone; +3.30

€.< "]
st ] ¢ [+ [+ 4 [ oseeion |
Our, (Com| Time | Billahls . | My 20 ¢
M - . Btart End | = =5y il g et e S =y e oy b s
trsl % | Sperk | Time 1 2 3 /4 5 & 7/@ § W IT 12 9 4 AW TV W W PN T T M\ A NN TN
17| Sotap mrs Moz Server (1 [0 | 0CRO000 0E00-000 0 535030 3]

]

« Toadd a sub-task:
+  Select the root task and click the 'Add New Task' button at the top

B Add/Edit Task

Mant Dur, Com| Tims | Billable Sl
(Hrs}) % | Spent | Time | A

14| SetwpanewWebServer 1 0 |[D0:00:00 00:00-00 09,05/

Task name: *

Predecessor

Time Spant

Duration Hrs

Completion %

Billabda Tirma: 000000
CHOOSE TIME
Time 00:00:00
Hour .‘w-:=
Minute
| I Second
i (3 K Daone

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
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The time spent field will be automatically populated from the entered values.

Add/Edit Task
Task name: * Unpack and assemble server
Predecessor: ~
Time Spent: 01:30:00
Duration Hrs: 3
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.
+  To add another main task, select the project and click 'Add New Task'. This will create a sibling task.
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Projects

Setup a new Web Server

<[ [ - J—

, Dur. | Com| Time | Billable Stu-}
ame (Hrs) % | Spent | Time . E
ask name: * Install Linux operating system

1 /[ SehupanewWebServer 2 |75 |D1:30:0002:00:00 0170511

s Unpack and assembie s 2 |73 D1:3°'-°':';E12:ﬂ0:00-- : Fredecessor Unpack and assemble server N
|
| Time Spent 01:2000
I
i Druration Hrs: 3
! Completion %:
i Bilahle Time 03:00:00
i

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.

« To add 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
=
Aued Mew Task I Add Mew Ticket .. + nw
Add/Edit Ticket
N Dour. Tirme | Billable 5
s (Hrs) % | Spent | Time | 11
1.4 Setup a new Web Server |7 62.5 UG:UU:W*JE:UE!'UEE[H_-'DE.':
24| Unpackandsssembles(2 |75 |01:30:00/02:00-00 01
| Tirme Speant
3s Install Linux opsrating 543 50 107:30:00003:00:00 110 i
| tillabla Tima
4.4 Testgerver : o wznn:mos:nnnq.;;
| Predecessor v
[
| Duralion Hr
[ completion %:
| |
[
[ [
1
| |
1 1
‘ 3 Bl
==

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.

EsssssmEE
= oo e s Sarvics Uspk,

Projects
Setup a new Web Server
[PPTS TT—— Time Zone: +5:30
- oo
Dw. Comy Time  Billable| By 2017 |
ol (Hal % | Spent | Tme | T e B4 §F & T F % WOTH NI MM W IT W NN B MNMNNNDTHND NN
407 235E 09 273809 0 n1EnT

T

T IZAN0E 2003

e

75 |o13000020000 " .
-

I

|

w70 ZROE0NEIE0N

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
project.
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To delete 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:

= Compdo One » Sendos Degk

Projects
Setup a new Web Server
SErTEaoanceE
e Dur. | Com| Time | Difable S £nd

(HE) % Spant Tirvss 5 | et
172 setup & new Web Server 667 [25:58:00 27-58:00 01052097 -l
24 Unpackardassemales(2 (75 (0030:00 02 0000 1
34 moellmocpeminged (50 |0030:00 03 0000 I
1.4 B3 e T80 T3NS0 ".'
5 5 B:09 225509 [ ]

Wiy 2017

W12 12 14 15 W 7 18 W9 221 22

T3 24 20 MM I IB [ 2 N

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 Gantt 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
status.

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, refer to 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

Add/Edit Task
Task name: * Setup a new Web Server
Fredecessor
Time Spent 255809
Duration Hre: 15
Completion % 66.7
Eillable Tima: 275809

Child Level or Terminal Task

Add/Edit Task

Task name: *

- Fredecessor

Time Spent; 01-30:00

Duration Hrs: 3

Completion % 50

Eillable Time-

Iinstall Limux operating system

Unpack and assemble server

+  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

of the respective values in the child tasks.

Task Name - Displays the name of the task.
You can change the name of the task by
directly editing the field.

Predecessor - Displays the previous task/sub-
task from which the present task has to be
continued.

«  Time Spent - Displays the actual time spent
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«  Click "Save' for your changes to take effect 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’
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B Comexo Ong »Garvice Desk > Prejects

Projects

(3] Audd Hew Propsct Show 10moards ¥ : Fi B

PRODECT MAME & DURATION (HRS) & COMP # TIME SPENT BILLABLE TIME BTART DATE & EMD DATE @&

1 a LR i 00:00:00 0aM1 20204 LR R b Ei]

Selup & printer 8 Gl homar nelwir 50 0 06:49:38 01:01:38 05/03/2016 05/08/2016
1 a n0:00:00 0a:00:00 09/13/2006 01071970

00:04:38 00:01:02 12/20/2004 12/20/2016

Seiup External Korumail Devios ] 17.5 01:06:00 00:00:00 01/04/2017 01/04/2017

15 &b, 7 33:28:09 205809 asramy ps/pxEn ?

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

2.6 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.
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=]
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 on the 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

= [ieali + My Time Sheets + Mew Time Sheet

View Time Sheet
- | T Em
| =] moxeTs 3
5 KNOWLEDGERASE >
Set Time Sheet's Period

Pusiod ~
Wiekly
Template

Celect Temnplate -

+  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 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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)
= Comado One » Service Desk > My Time Sheets >New Time Shest

View Time Sheet

@ Update Tickets Data m Tirme Zone+35:30

SUN MON TUE WED THU FRI SAT

RN L 020 o501 0502 05/03 08/04 05/08 05/ 046

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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e
= Comodo Ong * Sarvice Dask » My Time Sheats » Mot Submittad

Time Sheets

Show 10 recards v
PERIOD = HOURS 2 STATUS 2

241 - 20N 6-02-2% Mot Submitted

@ 0500000 Mot Submitted

« Pray 1 Mext»

= Comodo One » Sen ice Dask

View Time Sheet

Update Ticket's Data Time ZonecH15:30

SUN MON TUE WED THU FRI SAT
RETIITY e 04/30 oE/o1 0502 05/03 05/04 0505 OE/DE

05:00200 30000

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.

Time Zon:+05:30 Next Waak >

MON TUE WED THU FRI SAT
05/01 05/02 0503 a5/04 05/05 05/06

Misc Add New Ling
@ Sewe  Please Confirm

Tatal
Arg yau sure yau want 1o RELDAD the time shest with ticksts?

+  Click 'Yes, Do it!" in the confirmation dialog
The sheet will be automatically updated with all tickets and time spent covered by the time sheet period. You can
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repeat this process during the time period to update the sheet with the latest details.

View Time Sheet

"W Update Ticket's Data m Time Zone:+15:30

SUN MON TUE WED THU FRI SAT
05/04 0505 05/06

ACTIVITY TIME
D4/30 05/ 05/02 &0z

licket 222 01:33:38

]

Misc Add Mew 1€

05:00:00

lota 063338

+  Click Save for your changes to take effect
+  Tomanually add an activity, click '‘Add New Line'

Time Sheet Entry

Actwity

Update Tickel's Data

Sun 04a/30

kban 05501

B | Serverupdate 05.00:00 Tus 05,02
Tatal 063338

wed 05003

Thu D5/04

Fri 05005

5a1 05/06

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.

201
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Activity:*
Windows 05 update

Sun 04/30

Mo 05/01

07:00:00

Tue 05/02
0500:00
CHOOSE TIME
Time 05:00:00

Hour
Minute

Second

G

+  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
- B m Time Zone:+01%30
activiry e a3 5101 o502 05103 054 oo asive
4] iy A2 01:33:38 R e )
Mise Add Maw Lin
o i 05:00:00 5:00:00
[~ Wndors dat 18:00:00 070000 050000 D& 00r0a
ol 4:32 700000 Q00:01 073338

- Click "Save' for your changes to take effect
You can update the activity at any time by clicking on it.

+  To remove 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'

=y
= Comodo Ong » Sarvice Desk » My Time Sheets » Not Submittad

Time Sheets

Show 10 records v

HOURS = STATUS =

24:33:38 Mot Submitted

D0%9:00000 Mot Submitted

& Pray Maxt»

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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Time Zone:+05:30
SUN MON TUE WED THU FRI SAT

AGTIATY e 04/30 oEm 050z 0503 0504 05/05 0506
& Ticketszz 01:33:38 01:33:36

Mizc Add Mew Ling
B Serverupdate 05:00:00 035:00:00
@ windows OS update 1E:00:00 0700000 05:00:00 0&6:00:D0

Total 24:333B AR 10:00:00 OF:33:3e

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 N seorch |
S @ Shaowe 10 records

FERIOD 2 HOURS 2 STATUS =

201 7-04-30 - 201 7-05-06 24:33:38 Mot Submitied

17-04-07 - 201 J-04-31 a0 Not Submitted

« Prev 1 Mt =

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.

2.7 Manage Calendars

Service Desk allows staff members to manage appointments and schedule events on their calendars.
«  There are two ways to add schedules and appointments to your calendar:

+  Manual - Add an appointment to your calendar.

+  From Tickets - Future tasks can be 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.

+  Calendar entries and appointments can be shared among 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.

To view the calendars interface
«  Open the 'Staff' panel (see last link on the left)
«  Click 'Calendars' on the left

«  The current week will be displayed by default. You can view the current week or day by clicking the
respective button above the calendar.

«  To move to previous/next week/day, use the '<"and ">' buttons above the table.
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L

= DAZHDOARD
Calendars
LISERE
— y ¢ 12Feb2018 - 18 Feb 2018 % | My Caiend
o Men, Febnaary 12 Tue, February 13 Wed, February 14 Thu, Febrsary 15 Fri, Fenaary 16 Sat, Febnzary 17 Sun, February 18

5
MY TIME SHEETS 0045 - 1000
az 10 checi maraally
CALENDARS 10:45 - 1100
e attend this ticket

1200 - 12:15
=% ADMIN PANEL = EEENE

PROJECTS

caary cable

14040 - 14:15 =
14 Fnake & sibe vt LAzl

The following sections explain more about:

+ View calendars

+  Create a manual calendar entry

« View details and manage a calendar Entry
View Calendars

The drop-down at the top-right allows you to select the admin/staff whose calendar you want to view.

12 Feb 2018 — 18 Feb 2018 > | Iy.and shared Calengar . |~

My Calendar

d, February 14 Thu, February 13 Fri, February

My and Shared Calendar
Other Staff

Bob Snowmen GMT(5.30)
cyclist GMT(5.30)

Dagwood GMT(0.00)

John Cutter GMT(5.30)

Max GMT(5.30)

Maorris Minor CQxford GMT(5.30)
Stearmn Ship GMT({5.30)
transtar GMT({5.30)

- My Calendar - Displays calendar events scheduled for you. The entries include:
+  Events manually added by you
«  Scheduled events created in tickets assigned to you
+  Events scheduled for you by admins and other staff members
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« My and Shared Calendar - Events scheduled for you as above and other peoples events marked as shared.

- Blue background - Events scheduled for you
«  Gray background - Shared events

+  Other Staff - Choose the staff member whose calendar you want to view. You will be able to create and view
details of existing events for the staff member. See the following sections for more details.

Create a Manual Calendar Entry
You can schedule events for yourself and other staff members:
+  Choose 'My Calendar' from the drop-down at top-right to create an event for yourself
«  Alternatively, choose a staff member under 'Other Staff' to create an event for someone else

{ 12 Feb 2018 -18 Feb 2018 > My Calendar F!
Men, February 12 Tue, February 13 Wed, February 14 Thu, February 15 Fri, February 16 Sat, February 17 Sun, February 12
9 o0
09:45 - 10:00 09:45 - 10:45
10 00 check manually Meet Queen to
10:45 - 11:00 - :
‘H 00 attend this ticket
. 12:00 - 12:15 erEI T
’]2 - make a site visit > _
meet srini
"]3 00
o0 RS 14:15 - 1430
14 - make a site visit
carry cable
']5 o0
‘16 00

+  Double-click on the time-slot which you wish to schedule for the ticket

v 15:45 - 16:00
isit Elizabeth
@

+  Enter a short description of the task
«  Click the tick mark &4 to save the entry

- To 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

+  Click 'Save'. See View Details and Manage a Calendar Entry if you need more help with this.

View Details and Manage a Calendar Entry
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Calendar entries belonging to you and others can be edited to change the description, associate tickets, change the
date/time, mark it as shared and more.

To view/manage details of a calendar entry
«  Choose 'My Calendar' or 'My and Shared Calendar' from the drop-down at the top-right

«  Or choose another staff member from 'Other Staff'
+  Click on the event to be viewed/managed

15:45 - 16:00
Visit Elizabeth

Three options will appear on the left of the entry:

= Edit dialog. Allows you to:

«  View and modify event description

+  Associate tickets with the event

«  Share or unshare the event

«+  View and change the scheduled time of the event
See Edit details of the calendar entry for more details

Edit the description of the event.

i Remove the event

Edit details of the calendar entry

- Click the 'Details' icon = to view and manage details of the ticket.

The 'Appointment Edit' dialog will appear:

Appointment Edit

Description Visit Elizabeth

Tickets Search tickets

Shared d

(I Full day 15:45 [v| 17 || February |v| 2018 |v| — | 16:00 |v| 17 |v| February |v| 2018 |v

«  Description - Information about 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
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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 tale

#767 teleramabw@gmail.com

#764 teleramabw(@gmail.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 - Displays the date/time of the event.
«  To change the date/time of the event, simply change the values in the the drop-downs.
«  Select 'Full day' if you expect the event to last the full working day.
+  Click 'Save' after making you changes
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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 : +1.888.266.636

Tel : +1.703.581.6361
https:/lwww.comodo.com

Email: EnterpriseSolutions@Comodo.com

C1 - Service Desk - Staff Guide | © 2019 Comodo Security Solutions Inc. | All rights reserved. 210


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 Staff Panel
	2.1 Staff Panel Dashboard
	2.1.1 View the Dashboard and Export Reports
	2.1.2 View Staff Members
	2.1.3 My Profile

	2.2 Manage Users and Organizations
	2.2.1 Manage Users
	2.2.2 Manage Organizations

	2.3 Manage Tickets
	2.3.1 Ticket Details

	2.4 Manage Knowledgebase
	2.4.1 FAQs
	2.4.2 Manage Categories
	2.4.3 Canned Responses

	2.5 Manage Projects
	2.6 Manage Staff Time Sheets
	2.7 Manage Calendars

	About Comodo Security Solutions

