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1 Introduction to ITarian Mobile

ITarian Mobile allows Service Desk users to track and manage support tickets on their mobile
devices.

Service Desk is a fully featured ticket management system that allows companies to implement strong work-flows for
internal and customer-facing support departments. The mobile app lets admins and staff respond to tickets, reassign
tickets, share tickets, add billable time, manage users/organizations and more.

This guide covers account set up, installation and app usage.

+ Introduction to ITarian Mobile
- Sign up for a ITarian account - Create an account.
+  Get the app and login - Install the app.

+ Dashboard - Manage Tickets - Manage tickets as an administrator or staff member.
«  New Tickets - Create a ticket.
«  Open Tickets - Manage current tickets in progress.
« My Tickets - Manage tickets assigned to yourself.
«  Overdue Tickets - Manage tickets that have exceed the SLA due date.
« Unassigned Tickets - Manage tickets that are not currently assigned to a staff member.
+ Closed Tickets - Manage, review, reopen and reassign closed tickets.
- Billable Time and Cost - Manage time spent on individual tasks and tickets.
+ Users and Customers - Manage and configure users and customers.

+  Search Options - Find specific tickets, users, customers.
«  Simple Search - Search for Ticket ID, user name, customer.
« Advanced Search - Search tickets based on criteria : status, date, category and more.
« User Search - Search for a specific user or guest.
«  Custom Search - Search for a specific customer.

«  Manage Time - View and add billable time.

+  Mobile Service Desk Components - Additional features offered by Service Desk
« Manage Materials and Expenses - How to add materials and costs to your ticket.
«  Share Tickets - Share your ticket with other service desk staff.
+ Internal Note - Create an internal note for other staff.

«  Settings - Configure notification types users will be notified.

«  About ITarian Mobile - Details of the product and its version number.

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

1.1 Sign up for a [Tarian Account

Note. To use ITarian Mobile you must have a [Tarian account. If you already have an account then you can skip this
step and go straight to Get the App and log in
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You can get an [Tarian account in a few steps:

+  Visit https:/lwww.itarian.com/

:T[\R]/\N Home Products Services HowWeHelp Company Ente Education Sign in Sl ey Tt

There's only one of you STOP WORRYING ABOUT
& a million to-do's YOUR NEXT FULL-TIME HIRE.

Get dedicated technical experts to propel your business.
That's why you're here.

For the only centralized IT management » Provide robust, always-on NOC, SOC and Help
: Desk solution No Upfront Investment, no
platform you will ever need. Commitment!

. 825 th desktop 24 /7 / 365
For free. Forever. o e <

» All USA = based technicians!
Every second, over 863,000 people depend on

ITarian.

Help me Expand

JOIN THEM. GET STARTED NOW

«  Click 'Sign Up for ITarian" at top-right

“ATARINN
FREE SIGN UP

Enter your email

Europe v

Get Free Access Now

«  Enter your email address and select your region:

«  Email Address - This is used as your contact address and doubles-up as your ITarian username.

+ Region - Tarian has servers in Europe and the United States. This choice determines where you
data is hosted. Please choose the region closest to you.

«  Click 'Get Free Access Now'.

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 4
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Complete the short registration form:

“ATARINN :
100% Free - No Payment

Name *
johnson.peter38@yopmail.com
Phone *

Password * [

GET STARTED NOW

By clicking "GET STARTED NOW", you agree to our ferms and conditions

«  Your ITarian account is created.

ATARIAN

Name - Enter your full name

Email Address - Pre-populated with the
address you provided in the previous step.

Password - Create a password for your
[Tarian account. Requirements:

- At least eight characters long

- Contain at least one lower and one
upper case letter

- Contain at least one numeral

- Contain at least one of the following
special characters - )("#$%"&*"

Phone - Primary contact number

Click the 'Get Started Now' button.

“FATARINN

®

Thank You!

Let's go to your account

Access Rtarian

A welcome email is sent to your registered email address.

«  Click 'Access ITarian' to open the login page:

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved.
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Great to have you
back!

. Remember Me Forgot password?

- Enter your email address and password to login to ITarian

+  Click 'Sign-in'

«  Next, click '‘Configure my Authenticator' to setup two-factor authentication (2FA). 2FA adds additional
security to your account. Click here for more details

+  Next, provide us with a few more details about your business so we can tailor ITarian to your needs:

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 6
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Setup Account Details

Business Type * (Compare Business Types)

* Managed Service Provider

Enterprise

Subdomain/Company*

‘ Fiegicrn|

Region

- Business Type - This determines the version of ITarian that you receive (‘MSP' or 'Enterprise’).
«  The products and features vary slightly for each business type. Click 'Compare Business Types' to see
a comparison.
«  The Appendix also has some details about the differences.

+  Subdomain/Company - The sub-domain you type here forms the first part of the URL you use to access
products like Service Desk.

«  Example - if you enter 'acme’, you will access the service desk at https://acme.servicedesk.itarian.com
+  Click 'Submit'.

«  Thefinal screen is a summary of your active services:

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 7
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Welcome to ITarian ® Logout

Free Services Out of Box

Endpoint Manager A

o Remote Device Monitoring and Management
o Remote Device Control

o Patch Management

o Application Management

o 30-day trial for Advanced Endpoint Protection
o Mobile Device Management

Secure Internet Gateway A

o Limited up to 300k DNS requests per month
o Cloud-delivered, DNS-based Security

o Advanced Threat Protection

o  Web-Filtering

o Off-Network Protection

o Mobile Device Coverage

+  Click 'OK' to finish setup and open the ITarian dashboard:
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“ATARINAN £i% APPLICATIONS v ‘f§ MANAGEMENT ~ [§ REPORTS W STORE [@3& TOOLS

g ENROLL NEW DEVICE NEW TICKET E_.J ENROLL DEVICES IN BULK Q NEW OPPORTUNITY

@} Customize

Help Actions Security Status
[=] =] = o o ©

Inactive Antivirus Inactive Firewall Inactive Sandbox

Outdated Virus Database Infected Clean

Help Guides Forum Email Support

Contact Information . .

Latest Virus Database Installed Device(s) with Critical Patch Device(s) with Optional Patches
Available

Activity Status Device Type

That's it. You have successfully created a ITarian account.

Note - This account is automatically granted 'Account Admin' privileges and cannot be deleted. It is effectively the
'Master Admin'.

You can create 'Admins' and 'Technicians' under this account. See ‘Manage Administrators, Staff and Roles' for
more details.

1.2 Get the App and Log in

Users can download the ITarian app to their mobile devices from the following URLSs:

«  Android users - Download ITarian Mobile from https://play.google.com/store/apps/details?
id=com.itarian&hl=ru (or search for 'ITarian Mobile' on Google Play)

+ 108 users - Download ITarian Mobile from https://apps.apple.com/us/applitarian-mobile/ (or search for
'[Tarian Mobile' on the Apple App Store)

At the product page:
«  Select '[Tarian Mobile' and click the download icon.

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 9
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What's New
Minor bug

Preview

skl

(] o
——
B My Tickets
TTARINAN @ ovoe e

@ Urassigned Tickets

Claisd Ticksti

- Afterinstallation, click the 'Open' button to launch the app:
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What's New

Minar bug fixes

Preview

i Theke it

Wy Tickets
Orwancis Tickets
Urassigned Tickets

Cloisd Ticketi

«  Login with your ITarian username, password, and region:

“ATARIAN

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved.
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4 App Store 14:00 %

“ATARINN

Email

Passward

=

«  The dashboard opens, listing all tickets assigned to you along with several other ticket options:
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Dashboard
Open Tickets
Tickets which requirg action
My Tickets
Your assgned tickets
Overdue Tickets
Tickets not completed before due date
Unassigned Tickets
Tickets not assigned to any staff

Closed Tickets

Tickets closed by staff

Billable Time and Cost

Billable time and cost

Users and Customers

Manage your users and customers

AAaAcafp

2 Dashboard - Manage Tickets

The dashboard allows admins and staff to view, create and manage tickets. Please use the following links to jump to

the area you need help with:
+  New Ticket
«  Open Tickets
« My Tickets
+  Overdue Tickets

«  Unassigned Tickets

+ Closed Tickets

- Billable Time and Cost

« Users and Customers

+  Search Options
« Manage Time

«  Mobile Service Desk Components

2.1

New Ticket

Staff can create tickets on behalf of end-users as follows:

«  Open and login into the ITarian app

+  Tap the hamburger icon at top-right

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved.
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«  Tap 'New Ticket'
«  This opens the new ticket interface at the ‘User’ tab:

MNew Ticket

Send alert to user O

User tab
«  Email address - Enter the user’s email address. This is auto-filled if the 'Lookup or create a user' form is
used.

Mew Ticket

Choose User

, Search User
S
itarian_65_5

— itarian_65_5@yopmail.com

ltsmgateam
itsmaateam@yopmail.com

Monitor Agent
agent.monitor@r5t.co

Monitor Agent

«  Full Name: Enter the user’s first name and surname. This is auto-filled if the 'Lookup or create a user' form
is used.

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 14
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New Ticket Save

Choose User

Q, Search User

Oper
oper@yopmail.com

Patch Management Agent
agent.patchmanagement@rst.co

+  Ticket notice: Sends an alert to the user informing them that a ticket has been created on their behalf.
Info tab:

MNew Ticket

Pharne

-- Select Ticket Category --

System Default

System Default

Select

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 15
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+  Ticket Source: The method used by the end-user to submit the support request. For example, if the staff
member discussed the issue with the end-user over the phone, then ‘Phone’ is the source.

«  Ticket Category: The support topic into which this ticket falls. You can change the ticket category if
required.

«  Department: Assign the ticket to a department in your company. This department prevails even if it is
different to the department responsible for the chosen ticket category.

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

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

Ticket Details

Mew Ticket Save

Details

Narmal

Workstation

Select

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

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

«  Priority Level: Select the priority level for the new ticket. The option chosen here will prevail even if the
"Priority' for the selected 'Help Topic' is different.

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

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 16
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«  Sub Category: Enter the category information for the ticket.

Response

New Ticket

Response

Select

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

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

2.2 Open Tickets

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

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 17



ITarian Mobile

ATARIAN

Dashboard

Eﬁ] Open Tickets

Tickets which requirg action

My Tickets

Your assgned tickets

Overdue Tickets

Tickets not completed before due date

Unassigned Tickets

Tickets not assigned to any staff

Closed Tickets

Tickets closed by staff

A A A o A

Billable Time and Cost

Billable time and cost

Users and Customers

Manage your users and customers

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

18:20 (T

Mew Ticket

Advanced Search

g triggered o...

Maotifications

Refresh

[+]

triggered o...
Settings &

About
triggered on...

triggered o...

y triggered o...

0 triggered o...
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- The hamburger =] menu at top-right lets you view 'New Ticket', 'Advanced Search', ‘Nofifications',
'Refresh’, 'Settings', 'About' and to logout of the app.

- Select any ticket to view more details and take ticket actions. You can search for specific tickets by entering
the ticket number, user name or ticket subject in the simple search field.

+  Tap the 'Advanced Search' option in the drop-down menu to search for tickets using other ticket criteria like
'Status', 'Assign To', 'Ticket Category', 'Date Range From/ To', 'Type', 'Departments’, “Closed By”, “Asset
Type”, 'Customer Type' and 'Priority Level'.

«  Tap the hamburger at top-right at 'Advanced' search options lets you 'Reset Filters' or 'Remove Filters'.
- Tap aticket to open the ticket details area. This area contains four tabs:

Ticket # 31303

2018-05-09 1702

Unassigned

Maintenance

00:00:00
00:00:00
Dkrav
Other ¥
-- Select Ticket Category —- ¥
Default SLA »

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

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

«  Thread - View all comments on the ticket so far.

«  Time Spent -Manually add work time through the 'Time Spent' tab. See 'Manage Time' to find out
more.

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 19
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«  Materials - Add and manage material expenses on your ticket. See 'Materials and Expenses' to find
out more.

+  Tap the hamburger E menu while a ticket is open to save ticket, refresh, post replies, claim a ticket,
reassign the ticket, close the ticket, move it to another department and more:

18:35 £t
Save Ticket X
Refrash &

Claim Ticket &

Post Reply

Post Internal Mote [

Department Transfer

Assign/Reassign Ticket

Share Ticket

Reopen Ticket

Delete Ticket ®&

About

«  Save - Changes to take effect.

+  Refresh - Implement your changes.

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

+  Post Reply - Allows you to post a response to the ticket. Your response will be visible in the Thread' area'.
The reply menu also contains the following options:

+  Email reply - Send an email to the user containing your response in addition to your post.

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

«  Ticket status - Close the ticket immediately after your reply is posted.
-+ Attachments - Browse for files to add to the ticket.

+  Service Type - Select a service offered during the session from the drop-down. The charges for the
current session is calculated based on the time spent, asset type mentioned in the ticket and the
service contract associated with the customer company.

+  Reopen on reply - Reopen a ticket if your response will start all possible work on the ticket. The
ticket will be automatically opened when the response is sent to the user.

+ s Billable: Specify whether the time is billable by selecting the checkbox.
+  Post Internal Note - Internal notes will appear in the ticket thread but will be visible only to staff members.
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You can capture and attach a photo, or attach an existing photo to the note. See Internal Note to find out
more.

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

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

4 Assign Ticket Assign
31303
itsmoateam
Select Staff Member »

00:00:49

« Share - Share your ticket details with other staff and users via email. See 'Share Tickets' to know more.
+ Reopen Ticket - Resume work on the ticket. Enter a note for reopening.
« Close Ticket - Close the ticket. You have the option to specify a reason for the closure.

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

«  About - View details about the app.
+  Logout - Logout of the app.

[Tarian Mobile - User Guide | © 2020 ITarian | All rights reserved. 21
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2.3 My Tickets

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

19:23 =t
save Ticket X
Refrash &

Claim Ticket &

FPost Reply

Post Internal Mote [

Department Transfer

Assign/Reassign Ticket

Share Ticket ¥

Close Ticket %

Delete Ticket @

About

RESET

« Tap the ticket to open the ticket. Each ticket has 'Info', 'Details', 'Thread', 'Time Spent' and 'Materials' tabs.
Click here to find out more about these items.

« Tap the hamburger = menu to access the ticket actions menu. Click Changed user here for more details
about ticket actions.

. Click 'Save' for the changes to take effect.
2.4 Overdue Tickets

The 'Overdue Tickets' interface lists all tickets which were not resolved within the period stipulated in the SLA. The
Default SLA plan, Auto-close Overdue Ticket Time-out and Overdue ticket alert details are configured in
https:/lwww.itarian.com/ in advance.

+  Click https:/lcommunity.itarian.com/help/topic-452-1-949-13130-Ticket-Settings-and-Options.html to
learn more about configuration settings for overdue tickets.
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19:23 =
Save Ticket &
Refresh &

Claim Ticket &

Fost Reply

Post Internal Mote [

Department Transfer

Assign/Reassign Ticket

Share Ticket ¥

Close Ticket X%

Delete Ticket

About

RESET

- Tap the ticket to open the ticket. Each ticket has 'Info', 'Details', 'Thread', 'Time Spent' and 'Materials' tabs.
Click here to find out more about these items.

« Tap the hamburger = menu to access the ticket actions menu. Click here for more details about ticket
actions.

«  Click 'Save' for the changes to take effect.
2.5 Unassigned Tickets

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

Note: Unassigned tickets is automatically assigned to the first member who responds if the 'Claim on Response'
setting is enabled in ITarian Service Desk. Also, open tickets that are unassigned can be claimed by staff members
depending on the [Tarian settings.
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19:23 (i)
Save Ticket &
Refrash ¥

Claim Ticket &

Post Reply

Post Internal Mote [

Department Transfer

Assign/Reassign Ticket

Share Ticket ¥

Close Ticket =

Delete Ticket @

About

RESET

« Tap the ticket to open the ticket. Each ticket has 'Info', 'Details', Thread', 'Time Spent' and 'Materials' tabs.
Click here to find out more about these items.

« Tap the hamburger = menu to access the ticket actions menu. Click here for more details about ticket
actions.

. Click 'Save' for the changes to take effect.
2.6 Closed Tickets

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

#2372232: test monitoring triggered o...

* llgaz1Virginia

#3657194: test monitoring triggered o...
* llgaz1Virginia

#5922188: test monitoring triggered o...
* llgaz1Virginia

#1290166: test monitoring triggered o...
* llgaz1Virginia

#5359669: test monitoring triggered o...
* llgaz1Virginia

#1183685: test monitoring triggered o...

* llgaz1Virginia

Page 1 of 2892

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

2.7 Billable Time and Cost

The 'Billable time and Cost' of the ticket provides information on total billable time spent on individual tasks, sub-
tasks and tickets.

«  This feature lets account admins to view currently active and previously billed time.

«  To view a specific bill amount, staff should choose the billing period and select the customer from the drop-
down list.
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Billable Time & Cost

From 2020-02-01 Ta | 2020-02-06
-- All Customers -- *

Custo... Month Fee 51::""': er';:: Total(s)
23tdq 0.00 00:00 00:00 0.00
Androi.. 0.00 00:00 0o:00 0.00
asad 0.00 00:00 0o:00 0.00
dfsfs 0.00 00:00 0000 0.00
itsmaat... 0.00 00:00 D0:00 0.00
509565, 0.00  00:00 D0:00 0.00
Softwar... 000  00:27 00:28 0.00
test_co.. 0.00 00:05 D006 0.00

‘ Page 1of 1 4

The billing details of the customer displayed. The parameters of the billing tab are fetched from the ticket and are
non-editable.

Customer - Label of the customer.

Month Fee - Monthly charges are automatically populated as per the rate entered when adding the customer.
Bill period - Period for which the bill is generated.

Billable time - Time spent which is billable.

Time spent - Time spent by staff for resolving the ticket.

Note: The customer needs to be added to ITarian Service desk before it will appear in [Tarian Mobile. See
https://community.itarian.com/help/topic-452-1-949-13168-Manage-Users-and-Customers.html for more
details.
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2.8 Users and Customers

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

Search Options
+  Enter the name or partial name of the user/customer and click the 'Search 'button.

«  To clear the results and display all users/customer, clear the field and click the 'Search' button or simply
click the 'Customers' link.

Users & Customers (B =

Q
TICRELS. |
Alexander Dagwood
Status: Guest

Tickets:

Blindguardian
Status: Guest

Tickats: 2
dasdasdasd
Status: Guest
Tickets: Q
dasfsdfsdf

Status: Guest

Tickets: Q

Default Ticket User

Status: Guest

Page 1 of 6

2.8.1 Users

The 'Users' tab lets staff members add users, register guests, view which tickets are assigned to a particular user
and create new tickets. By tapping a guest user's name, staff members can register the user with Service Desk, add
notes and view tickets associated with the user.
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Tickeats

Notes

Register

Delete

Add a User

A non-registered user that raises a ticket in the ITarian app is added as a guest user. Guest users must be registered

in ITarian to enjoy full account functionality.
« Toadd a user, click '"Add new' and enter the following details:
- Status - The status of a user

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

the registration is completed.
+  Full Name: The name of the user.
«  Customer: Select the customer from the drop-down.
+  Phone Number: The contact number of the user.
Staff can also perform the following actions:

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

- Register: Allows staffs to register guest users. Click here to find out more about registering users.

- Delete: Allows staff to remove a user.
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MNew

«  Click 'Save'
The new user is added to [Tarian.

Register a user

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

Register User Reqgister

Alexander Dagwood

User Account Login

alexander.dagwood@&gmail.com

Send account activation email ()

Preferences

GMT +2.00 - EET ¥

Observe daylight saving

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

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

Customer

Details

The customer has two tabs:

«  Details - Edit details of the customer.

Customer

Details
Software company group
software.com

o Morth Caroling

123456789
124

software.ong
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Name: Enter the name of the new customer.

Web Domain: Enter the registered domain name for the customer.
Address: The address of the customer.

Phone: The contact number of the customer.

Website: The website of the customer.

«  Settings - Configure the customer's settings.

2.9

Customer

Settings

Assign tickets from this customer to the
Account Manager

Main Domain {several domains may be specified as coma
separated list):

Automated Collaboration:

Add to all tickets from this customer

Add to all tickets from this customer

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

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

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

Automated Collaboration: Select persons to be added as CC in the ticket mails.

Primary Contacts: If enabled, primary contacts will be added as collaborator(s). They are added to the
CC listin ticket mails.

Customer Members: If enabled, all users in the customers are added as collaborators.

Search Options

You can quickly find specific tickets using the built-in search feature. Using the simple search field, you can search
for tickets by ticket number, subject line and user name. Use the advanced search option to further refine your
search. ITarian Mobile also allows you to search for users and customers.
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Click the following links for more search details:
« Simple Search
. Advanced Search
 User Search

« Customer Search

2.9.1 Simple Search

To find a ticket using simple search:

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

Open Tickets

#31055: 01_04 MOMNITORING Triggere...
Dkrav

#32126: 01_12_new MONITORING Trigg...

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

2.9.2 Advanced Search

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

+  Tap the drop-down icon on top-right then 'Advanced Search' option.
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< Search Options Search =

--- Any Status --- *
=== Anyone --- ’
--- All Ticket Categories --- *
=== Belect --- »
=== Belect =-- »
--- All Departments --- ]
=== Anyone --- k

+  You can filter tickets by any combination of 'Keyword' (text), 'Status', 'Assigned To', 'Ticket Category’,
'Date Range From/To', 'Priority Level', 'Category', Type', 'Departments', ‘Closed By, 'Asset Type' and
'Customer Type'.

- Enter your search criteria and tap the search button.
+  Tickets which meet the search criteria is displayed.
« Tap theE menu at the top-right of the 'Advanced Search' to reset/ remove filter

«  Search: Initially, the 'list of tickets' screen displays the simple search mode. Once you search using
'Advanced Search' filters, the simple 'Search' filter clears and the placeholder text in the search field
changes to 'Advanced Search Active'.
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My Tickets

O Advanced Search Active

#1010477: Meed mousepad
Alexander Dagwood

#31303: Recommended Performance...

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

«  Cancel: Tap the 'X' / 'Cancel' symbol on top-right of the 'Advanced Search Active' screen to cancel the
search without affecting the applied filters.

2.9.3 User Search

To search for a particular user:

«  Tap the 'Users and Customers' option on the dashboard and enter the name, phone number or customer of
the user:
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« Toclear the results, delete the search term then tap the 'Search' button again (or simply tap the 'Users' tab).

ATARIAN

Users & Customers (B =

Q

Status: Guest

Tickats: 1

Alexander Dagwood
Status: Guest

Tickets: 0

Elindguardian
Status: Guest

Tickets: 2

dasdasdasd
Status: Guest

Tickats: 0

dasfsdfsdf
Status: Guest

Tickets: 0

Default Ticket User

Page 1of &

294 Customer Search

To search for a particular organization:

+  Tap the 'Users and Customers' option on the dashboard and enter the name or address of the customers.
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Users & Customers (¥

Customers

Q

disfs
Type: Unmanaged

Lsers: 2

itsmgateam
Type: Managed

Users: 2

sdgsgsdgs
Type: Unmanaged

Users: 2

Software company group
Type: Managed

Users: 2

test_company

Type: Managed

Uzers: 3

Page 1 of 1

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

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

Use the following links to jump to the area you need help with:
+ Manual Time Entries

+  Stopwatch

2.10.1 Manual Time Entries

You can add/edit time spent manually in the "TIME SPENT" tab by tapping the 'ADD WORK TIME' button at the top-
right.

Note:

+  You need check 'Enable manual time entry' box in the ITarian portal at 'Admin Panel' > 'Settings' > 'Tickets'
to activate the 'Add Work Time' button

+  You can view previous time spent and billable time in the 'INFO' and 'TIME SPENT" tabs. You can also view
the entire work history in the 'Thread' tab.
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Ticket # 27843

Time Spent

Tatal Spent: 00:26:41
ADD WORK TIME
Tatal Bikable: 00:27:00

G 2018-06-08 09:-41:41 Z019-0:6-08 0924218

Staff: itsmgateam
Time: 00:00:37

Billable: YES

@ Z018-06-08 12:37:11 Z09-0E-08 13:2B:18

Staff: itsmgateam
Time: 00:00:37
Bilahla: YES

Sarvice: Remot

&
ﬁj 2019-06-08 13:38:18 2019-06-08 13:63:42
Staff: itsmgateam
Time: 00:15:24
Billable; YES

Sarvice: Remote

ﬁj 2018-06-08 13:63:446 Z016-046-08 13:64:04

00:00:07 PALISE

Manually Add Work Time

«  Tap an open ticket

+  Tap the 'Time Spent' tab

+  Tap the '"ADD WORK TIME' button
An 'Add Work time' dialog opens:
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Add Work Time
Start Time: |2020-02-06] 11:53:37
End Time: [2020-02-06] 11:63:37

Duration: 000000

gilable: @)

Service Type * Select service ty...

Reasons for adding this time entry. Optional but
highly recommended

Cancel

- 'Start Time' and 'End Time' - Display the current date and time. You can modify these dates and time
details.
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Add Work Time

Start Time: | 2020-02-06 13:47:11

End Time: |2020-02-06 13:4711
Duration: 00:00:00
Billable: @)
Service Type * Select service ty...

Reasons for adding this time entry. Optional but
highly recommended

Cancel Done

11 45 Q92

12 46 10
13 47 1"
14 48 12
15 49 13

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

«  Service Type - Select the service offered during the service session from the scroll list: Onsite, Remote,
Telephone

« Reasons for adding this time entry. Optional but highly recommended - You can enter a reason to
identify the changes in future or leave it blank.

Resume An Open Ticket

+  Tap the 'Play' button present on the bottom of the ticket.
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Resume ticket #27843

Are you sure you want to
RESUME this ticket?

Reasons for status change (internal

note). Optional but highly
recaommendad

Cancel

The ticket displays a confirmation dialog asking if you your sure that you want to resume the ticket.

The dialog will also consist of 'Reasons for status change' which is optional. You can enter details as to why you
have begun to work on the same ticket again.

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

2.10.2 Stopwatch

The 'Stopwatch' is a timer that you can use to record your work time. When you open a ticket assigned to you, the

timer starts automatically. If your ticket has been paused, a 'Play' button will be available. You need to tap 'Play’ to

resume the ticket work and add the time to the ticket. The stopwatch is available in 'Open Tickets', 'My Tickets' and
‘Overdue Tickets".

00:00:22 PALUSE

When you open the ticket, the timer starts at 00.00.00 (HH:MM:SS).

« Pause : To pause an open ticket, tap the 'Pause’ button present on the bottom of the ticket.
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Pause ticket #27843

Are you sure you want to PAUSE
this ticket?

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

Cancel

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

« Tap'OK'to save or leave it unsaved by tapping 'Cancel'.

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

Reset Work Time

Are you sure you want to reset a timer?

Cancel Ok

«  Tap 'OK'to restart the timer at 00.00.00.

2.11  Mobile Service Desk Components

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

Click the following links for more details:
+ Manage Materials and Expenses
+  Share Tickets
« Internal Note

2.11.1 Manage Materials and Expenses

The ITarian Mobile app allows you to add materials and expenses to your ticket in all the ticket categories available
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in the dashboard.
Note :

«  Material is the pre-defined consumable and expense items that appears in the ticket by managing them at
[Tarian portal at 'Admin Panel' > 'Manage' > 'Materials' > 'Add New Materials'.

+  Alist of materials in the ITarian Mobile cannot be edited or deleted.

«  The ticket need not be assigned to you to select materials and expenses.
Add Materials and Expenses to Ticket

«  Tap the ticket then 'Materials' tab

+  Tap 'Add Material' button on the top-right

Ticket # 4333874
Material*
Meal
Mileage
Toll
Cost®
Cancel

The 'Material' dialog opens. Enter details to add materials:

«  Materials: Select a pre-defined material from the material scrolling list.
+  Cost: Enter the cost of the material.
Update Materials and Expenses to Ticket

«  Tap the pencil icon beside the material to edit it
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Ticket # 4333874
Materials
Total 23 Add Material
Material Cost
Mileage 23 @ b
Material* ¢
Meal
Mileage
Tall
Cost®
23
Cancel

- Edit the cost of the material.
+  If you want to change the material you need to delete the item and add new material.
Remove Materials and Expenses to Ticket

+  Tap the cross symbol beside the item row to delete/remove the material.
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Ticket # 8024704

Materials
Total 5 Add Material
Material Cost
material_1 5 /s

Delete Material?

Would you like to delete
material: material 1

Cancel Ok

«  Tap'OK'/'Cancel button to confirm or cancel your removal

2.11.2 Share Tickets

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

Share a ticket
«  Tap the [E=d icon at top-right then tap the 'Share Ticket' from the menu.
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17:43 L]

Save Ticket &

Refresh &

Claim Ticket &
Post Reply

Post Internal MNote [
Department Transfer
Assign/Reassign Ticket

Close Ticket =

Delete Ticket

About
L
The 'Share Ticket' screen opens:
< Share Ticket
5277081
0 selected L
0 selected L

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

icket # 5277051

0 selected L4

< Choose User

1 Search User

Alexander Dagwood
alexander.dagwood@gmail.com

Blindguardian
blindguardian@yopmail.com

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

4 Share Ticket

icket # 5277051
0 selected L
0 selected L4

Choose Staff

C, Search Staff

itsmgateam
sd-3770

user_staff 1

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

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

«  Notes: Enter your reasons for sharing the ticket. This is optional.
«  Tap the 'Send' to share the ticket.
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2.11.3 Internal Note

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

Add Internal Notes

« Tap aticket to open the ticket details area
«  Tap the [E=Jicon then tap 'Post Internal Note'

< Post Internal Note Post
156423
Select Ticket Status ¥
[0 BROWSE
Select »
Is Billable O

Enter details required in the 'Post Internal Notes' screen:

Note Title: Enter the title of the note.
Note Details: Enter the description of the note.
Ticket Status: Select your ticket status.

Attachment: Attach your file (for example: company logo) or photo to the internal note from your mobile
device.

+  Choose the item from your mobile device
Service Type: Select a service provided during the session from the drop-down.

Is Billable: Specify whether the time is billable by selecting the checkbox.
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Post Internal Note Post

27843

Added items | changed service type

Select Ticket Status b

(o] BROWSE

. x

Telephone L3

Is Billable o

«  Tap 'Post' after you entered the details of internal notes.
«  Tap'OK'to confirm.

3 Settings

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

To access the settings screen, click the action menu at top-right then click 'Settings":
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1704 o

Mew Ticket
Motifications
Refresh ¥

About

lue date

A A o A

2884

The 'Notifications' screen opens:
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NOTIFICATIONS

Mew Ticket Assignment

Send only for my tickets

Mew unassigned ticket

Reply or response on a ticket

Send only for my tickets

Ticket closure

o/ Sliele}iSlle

Send only for my tickets

Ticket state change

Overdue/Notdue

B

Send only for my tickets

B

Answered/Unanswered

You can choose whether you want to receive notifications about 'New Ticket Assignment', 'New unassigned ticket',
'Reply or response on ticket', 'Ticket closure', 'Ticket state change' - 'Overdue / Notdue', '‘Answered/Unanswered' and
"Ticket update'.

All notifications are selected by default. Enable 'Send only for my tickets' if you only want to receive notifications
about your own ticket.

4 About ITarian Mobile

The 'About' screen shows product version number and copyright details. Tap the action menu then select 'About' to
view a screen.
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13:24 L] Mo SIM = 1713 &

2174 Mew Ticket

Motifications

Refresh

(4]

Settings £

COIR

lue date

A A A o

“ATNARINN

Yersion: =1.3.5 build; 100=

@ 2018 1Tarian LLC
Al rights reserved

The information is as follows:
+  Product Name - The full name of the product
+  Product Version - The version number of the product
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