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NITRO Help Desk: Administrator Guide

NITRO Help Desk: Administrator

Administrators are the users who can configure the application. This includes defining the approval
levels and approvers, form configurations, permissions etc. They can be specified in a SharePoint group
with full control permissions on the application site. Or they can be the Site Collection administrators.
These users can access “Application Administration” page to configure the application.

Administrator Guide Steps for NITRO Help Desk Application
Administrators can do all tasks that a manager can do. Like a Manager, Administrators have access to
below pages:
1. Ticket-Manager-Dashboard
2. Problem-Manager-Dashboard
3. CR-Manager-Dashboard
See the NITRO Help Desk manual -> Manager Guide section for more information

Apart from these pages, Administrators also have access to ‘Application Administration’ where several
elements of the program can be modified.

Application Administration

Application Administration workspace provides easy access to configure the NITRO Help Desk
application.

Accessing the Application Administration workspace page

The Application Administration page is accessed by clicking the settings icon on the top right side of the
page and selecting Application Administration from the dropdown. Users need to have at least “Manage
Web Site” permissions on the site to see this option in the dropdown and navigate to the page.

HEIN ~— Crow Canyon Software JEEEETNRSE-s O Search this site

To grant “Manage Web Site” permission level, go to root site collection = Site Settings = Site
Permissions = Click Permission Levels in the ribbon = Edit the required permission level = Select
“Manage Web Site” permission under Site Permissions section and save the permission level. By default,
the Full Control permission level includes this option. You can create additional custom permission levels
that include this option as well:

Site Permissions
Manage Permissions - Create and change permission levels on the Web site and assign permissions to users and groups

View Web Analytics Data - View reports on Web site usage

Create Subsites - Create subsites such as team sites, Meeting Workspace sites, and Document Workspace sites

Manage Web Site - Grants the ability to perform all administration tasks for the Web site as well as manage content,

For more details regarding permissions levels, please refer this article.
Click ‘Application Administration’ in the settings as shown below:
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Settings X

SharePoint

Add a page

Add an app

Site contents

Application Administration
Site information

Site permissions

Apply a site template

Site usage

Change the look

Microsoft 365

View all

Application Administration page
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This workspace page allows Administrators to configure the following:

1.

Nowuvhs~wnN

Categorization

Auto Assignment
Notifications

Service Level Agreement

Permissions

Change Request Approvers
Advanced

) Configure Lists

o Recurring Tickets

o Service Catalog

o General Configuration

. Crow Canyon NITRO Apps

Categorization

Setup Categories and Issue Types

Administrator can change the Categories and linked Issue Types drop-down fields that appear in the
request. First add or modify the Category list and then add Types in Issue Types list below.

Category list:
e Category owner — The person that gets notified when a Ticket is created with this
Category

Assigned Team — SharePoint group that will be notified when a Ticket is created with
this Category. This group will also be placed in the Assigned Team field on the ticket. Note:
This does not change the ticket’s status to ‘Assigned’. It will remain ‘Unassigned’ until the
Assigned Staff field is filled out either by an automated process or manually.

Issue Type list:
Assigned Staff — One or more people that will be assigned to the Ticket when it is

created with this Issue Type.
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B Categorization Setup Categories and IssueTypes

ﬁ_'l. Auto Assignment Change the Categories and linked Issue Types drop-down fields that appear in the request. First add or modify the Category list and then add Types in Issue Types list below.

Category list info:
B Notifications Category owner = The person who will be notified when a ticket is created with this Category
Assigned Team = SharePoint group that will be nofified when a ticket is created with this Category

3% Service Level Agreements Issue Type list info
Assigned Staff = One or more people that will be assigned to the ticket when It is created with this Issue Type. Note: does not accept SharePoint Groups, 0365 Groups, or Teams.

32 Permissions

A Change Request Approv-

+ New |
B Advanced p " . e e
Calendar 1 Any
Email 2 Any
Hardware Request 3 Any
Ha Prol 4 Any
Internat 5 Any
Network 6 Any
Printing 7 Any
Remote Access 8 Any
Software 9 Any

Issue Type

+ New ‘

gory 1pla Assigned Staff Enal Next Staff

Calendar Delegation 1 Calendar No
Can't book room 2 Calendar No
Can't book resource : 3 Calendar No

ime Zon 4 Calendar No
Meeting Setup 5 Calendar No
Reminders 6 Calendar No
Other 7 Calendar No
Address Book 8 Email No

Administrator can:
e Create a new Category by clicking the ‘New’ button available in upper left corner of
Category.
e Can edit the Category by clicking item in Category and then ‘Edit’ button
e Can delete the Category by clicking ‘delete’ button available in item ribbon
o Use caution when deleting Categories as this will impact any tickets that have
been created with this Category
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Category - New Item

save X Cancel

Category
Title*
Category Owner Enter names or email addresses...
Naotify specified users when a Ticket is created with this Category and Priority
Priority Any v
Assigned Team Enter a name or email address...

Associated From Email Address or
Email Tickets List Name

Administrator can:

o Create new Issue Type by clicking ‘New’ button available in upper left corner of
Issue Type

o Edit the Issue Type by clicking item in Issue Type list and then ‘Edit’ button.

o Delete the Issue Type by clicking ‘delete’ button available in item ribbon.

o Use caution when deleting Issue Types as this will impact any tickets that have
been created with this Issue Type
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Issue Type - New Item

Save X Cancel

Issue Type

Title*
Category

Template

Assigned Staff

Enable Round Robin Assignment

Next Staff

Receivers

(None) v

Enter names or email addresses...

O

Enter a name or email address...

Z
Specify one or more email addresses e.g. [a@y.com][b@z.com] that are configured in "Email Sync" settings
or Emails list names

Tickets sent to these email addresses or emails lists will automatically be categorized with this issue type

Auto Assignment

Administrator can configure Ticket auto-assignment.

For Auto Assignment

Go to Application Administration = Auto Assignment tab
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o Configure Ticket auto-assignment. Each new Ticket can be assigned automatically to available staff in turn (round-robin). If particular staff need to work on some types of Tickets, configure
B Categorization auto-assignment in Issue Type list. Please refer to this article for more details.

[Z1 Auto Assignment Configurations

B Notifications

. Produ T ist N

3% Service Level Agreements
Title=Title

_ Configuration... Yes SharePoint User Service Request Tickets Email Tickets 1
@ Permissions Category1=Cate.
A Change Request Approv--
Page 1  of1
B Advanced
Issue Type
+ New
Calendar Delegation 1 Calendar No
Can't book room 2 Calendar No
n resour 3 Calendar No
Time Zones 4 Calendar No
Meeting Setup 5 Calendar No
Reminders 6 Calendar No

Round Robin Staff

+ New |

Pavan Kumar Pavan Kumar 2
James Restivo James Restivo 0
Page 1 of 1 20 ~ items per page

In NITRO Help Desk application, auto assignment can be applied in below ways:
1. Auto assignment based on categorization
2. General auto assignment based on round robin staff

Auto assignment based on categorization

In this feature, Ticket will be auto assigned to staff based on the selected Category and Issue Type in the
Ticket. If selected Issue Type has ‘Assigned Staff’ then ‘Assigned Staff’ will be auto filled in the Ticket.
You can add more than one user to Assigned Staff, and all of them will become the Assigned Staff of the
ticket. You can also enable Round Robin assignment when entering multiple users.

To enable this feature, specify the staff in Issue Type.

Go to Application Administration = Auto Assignment tab = Edit Issue Type and specify the ‘Assigned
Staff’.
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Issue Type - Calendar Delegation

Save X Cancel 1of101 + 4
Issue Type
Title* Calendar Delegation
Category Calendar v
Template

Assigned Staff James Restivo x

Enable Round Robin Assignment [ ] Specify the 'Assigned Staff

Mext Staff Enter a name or email address..

Receivers

[a@y.com][b@z.com] that are configured in "Email Sync” s

General auto assignment based on round robin staff

In some cases, if we would like to auto assign Tickets by default even without selecting the Category and
Issue Type then we can use general auto assignment feature.

In this feature, each new Ticket will be assigned automatically to available staff in ‘Round Robin Staff’
list.

To enable the general round robin assignment,
1. Define staff in ‘Round Robin Staff’ list
Go to Application Administration = Auto Assignment = Click New button to define staff in ‘Round
Robin Staff’ list.
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Round Robin Staff

+ New I Click 'New' button to define staff in "Round Robin Staff list
Pavan Kumar Pavan Kumar 2
James Restivo James Restivo 0
Page 1 of 1 20 w items per page 1-20of 2item

Title: Specify title for round robin staff

Staff: Ticket will be assigned to the staff specified in this column. This should only be one user at a
time.

Tickets Count: By default, this will be zero. Count will automatically increase when a Ticket is
assigned to the specified Staff.

Based on the Tickets count, Tickets will be auto assigned in round robin fashion to users with the
fewest assigned and open tickets.

Round Robin Staff - James Restivo

Save X Cancel 2of2 + 4
Default
Title” James Restivo
Staff James Restivo x
rY
Tickets Count 0.00 -

Created at 08-28-2022 11:23 PM by L1 Pavan Kumar
Last modified at 08-28-2022 11:23 PM by [] Pavan Kumar

2. Enable general auto-assignment in the Configurations list.
Go to Application Administration = Auto Assignment = Edit Configuration item and enable ‘Enable
General Auto-Assignment’ as shown below

Configurations

2 List Settings Edit this tem
Title Fill R.. Read Information F.. Product Tickets List Name KB Mappings
) Title=Title
Configurations - Service Request Yes SharePoint User Profile Service Request Tickets
Category1=Category1
‘
Page 1 of 1 20 ~ items per page
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General Requester Information Knowledge Base Email Handling Extended Settings Ticket Assignment SLA

Enable General Auto-Assignment 6

Business Time Configurations

te/Custom

time zone)

On Call Tech Assignment
Configurations

Enabled=

SharePaint App

Pavan Kumar

How auto-assignment will work (use cases):
1. IfaTicket is created with Issue Type selected, and the selected Issue Type has assigned
staff configured in the Categorization settings then, Ticket will be auto assigned based on
the categorization
2. If aTicketis created without Issue Type and general auto assignment is enabled in
‘Configuration’ item, then Ticket will be auto assigned based on the staff specified in the
‘Round Robin Staff’ list.
3. If Ticket is not assigned based on the Issue Type and round-robin assignment is not
configured, then Ticket will not be auto-assigned. It can be assigned manually from the
application.
4. Auto-Assign Tickets Based on Selected Category, Issue Type and Requester Location
Refer this article for more detail: https://www.crowcanyon.help/article/449/

Notifications
Crow Canyon applications send email notifications during the processing of Tickets. Below are the
predefined notifications:
e Notification on Ticket Creation - When a new Ticket is created in the system, Ticket
creator and staff can be notified. This is for Tickets created via Email, Portal or directly in
application
e Notification on Ticket Assignment - When Ticket is assigned to a staff, either directly or
through one of the automated assignment processes
e Notification on Ticket Resolution - When Ticket is resolved.
e Notification on Ticket Reactivation - When Ticket is reactivated. This occurs when an end
user responds via email to a ticket that was marked as "Resolved"
e Notification on Incoming Email - When user sends an email about an existing Ticket
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e Notification on Ticket Completion - When Ticket is completed

These notifications are configured in below lists. For each stage, you can specify who should be notified
and what should be the content of the email. Email content can contain HTML and Ticket information
can be included by using column placeholders with format <Column Name>.

Note: If you need notifications for stages other than these predefined ones, use NITRO Studio
Workflows.

NITRO Help desk *
Home  Knowledge Base  Report Center  Employee Portal

H Categorization Crow Canyon send email ions during the of Tickets. Below are the predefined notifications:

« Notification on Ticket Creation - When a new Ticket is created in the system, Ticket creator and staff can be nofified. This is for Tickets created via Email, Portal or directly in application

[} Auto Assignment « Notification on Ticket Assignment - When Ticket is assigned to a staff

+ Notification on Ticket Resolution - When Ticket is resolved. This occurs when an end user responds via email to a ticket that was marked as "Resolved”

B Notifications « Notification on Ticket Reactivation - When Ticket is reactivated

« Notification on Incoming Email - When user sends an email about an existing Ticket
€% Service Level Agreements « Notification on Ticket Completion - When Ticket is completed

@ P .. These notifications are configured in below lists. For each stage, you can specify who all should be notified and what should be the content of the email. Email content can contain HTML and
ermissions Ticket information can be included by using column placeholders with format <>

A Change Request Approv--

Note: If you need notifications for stages other than these predefined ones, use NITRO Studio Workflows.

B Advanced
Notification on Ticket Creation Notification on Ticket Assignment Notification on Ticket Resolution
[\ = [\
Notification on Ticket Completion Notification On Incoming Email Notification on Ticket Reactivation
~ ~ ~

Notification on Ticket Creation:
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Save X Cancel

New Ticket Utility

Title* | New Ticket Utility

Notify Requester [~

Notify Ticket Creator ]

User Mail Subject <<Title>> - [Caseld: <<ID>>]

User Mail Bod
.4 (inherited font) v {inherited size) i B T U | abs

= (5] C:? [Faa] D A - @ v

I
1
Il
Ml
i
i
fil

B || </> | Format +x ¥ § @

i

Xz

Auto Reply on ticket creation: Your ticket has been received. We will inform you of its
progress. If this ticket was entered on the weekend, we will respond on Monday morning.

<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<Issue Type>>
Assigned Staff: <<Assigned Staff>>
Due Date: <<Due Date>>

Notify Staff Enter names or email addresses...
Notify Additional Contact M
Staff Mail Subject <<Title>> - [Caseld: <<ID>>]

Staff Mail Bod
y (inherited font) v {inherited size) i s B iF U | abe

= = B E (e | @ DIAl||O] ¥

2 | x, x* || B || <> | Format v ¢ R &
Auto Reply on ticket creation: One ticket has been received. Review and assign it to right
person.
<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<Issue Type>>
Assigned Staff: <<Assigned Staff>>
Due Date: <<Due Date>>

Include Link Requester Creator
M staff M Additional Contact
B Category Owner
Includes a link to the item at the top of the email body to the selected users
From Address* no-reply@sharepointonline.com

Title: This should be not changed

Notify Requester: Check this box to notify requester.

Notify Ticket Creator: Check this box to notify Ticket creator.
User Mail Subject: provide any valid Subject for mail.
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User mail body: It contains the message or information to notify requester that Ticket has been
received.

Notify Staff: check this box to notify staff.

Notify Additional Contact: Check this box to Notify additional contact.

Staff Mail Subject: provide any valid Subject for mail.

Staff Mail Body: It contains the message or information to notify staff that one Ticket has been received.
Review and assign it to right person.

Include Link: Include a link to the item at the top of the email body to the selected users.

From Address: Provide email address of sender.

Notification on Ticket Assignment:

Send Notification to staff when Ticket is assigned.
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Save X Cancel

Notification on Ticket Assignment

Title*
Notify Requester
User Mail Subject

User Mail Body

Notify Additional Contact

Notify Assigned Staff

Notify Previous Staff

Notify Other Staff

Staff Mail Subject

Staff Mail Body

Include Link

Notify Assigned Team

From Address*

Notification on Ticket Assignment

<<Status>> - <<Title>> - [Caseld: <<ID>>]

(inherited font) v (inherited size)
E EFE | E E=E = | i= |\ | &
=] X3 x? @, <> Format v
<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<Issue Type>>
Assigned Staff: <<Assigned Staff>>
Due Date: <<Due Date>>

Description:
<<Description>>

® Always Notify

(O Notify if Created By is not equal to Assigned Staff

(O Notify if Assigned By is not equal to Assigned Staff
© Do Not Notify Staff

@® Always Notify

(O Notify if Assigned By is not equal to Previous Staff
(O Do Net Notify Previous Staff

Motify previous assigned staff on ticket's reassignment.

Enter names or email addresses...

<<Status>> - <<Title> > - [Caseld: <<ID>>]

(inherited font) v (inherited size)
E = %= == | B | =
8 x, ¥ || B <  Format v

es (¢5 @ O Alv||Ow

* B B

Auto Reply on ticket assignment: One ticket has been assigned to <<Assigned Staff>>

<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<lIssue Type>>
Assigned Staff: < <Assigned Staff>>
Due Date: <<Due Date>>

Requester O Assigned Team
Assigned Staff Additional Contact
Includes a link to the item at the top of the email body to the selected users

no-reply@sharepointonline.com

Save Cancel

Notify Assigned Staff: Select an option provided in this column to notify assigned staff.
Notify Previous Staff: Select an option provided in this column to notify the previous staff on Ticket

assignment.
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Notify Other Staff: provide the name of other staff here to notify them when Ticket is assigned to a

staff.
Notify Assigned team: Select this checkbox to notify team on Ticket assignment.

Notification on Ticket Resolution:
When Ticket Is resolved, send notification mail to requester and assigned staff.
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Save X Cancel [ Attach File

Notification on Ticket Resolution

Title*

Notification on Ticket Resolve
Notify Requester

User Mail Subject

| <<Status>> - <<Title>> - [Caseld: <<ID>>]

User Mail Body

(inherited font) ¥ (inherited size) v B T u abs

@ (¢ W O Al~|O

i8]

Xz

XN
H

<> | Format + ¥ §F =R

Auto Reply on ticket resolve: Your ticket has been resolved.

<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<Issue Type>>
Assigned Staff: < <Assigned Staff>>
Due Date: <<Due Date>>

Notify Additional Contact

Notify Assigned Staff @® Always Notify

(O Notify if Resolved By is not equal to Assigned Staff
(O Do Not Notify Staff
Notify Other Staff Enter names or email addresses...

Notify Assigned Team

Staff Mail Subject

f <<Status> > - <<Title>> - [Caseld: <<ID>>]
Staff Mail Body

(inherited font) b (inherited size) » B I u abs

e | W DAYy Oy

b
x

x

2

B || </ | Format v ¥ B &

Auto Reply on ticket resolve: Ticket <<ID>> has been resolved.

<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<Issue Type>>
Assigned Staff: < <Assigned Staff>>
Due Date: <<Due Date>>

Fl
Include Link Requester

Assigned Staff
Additional Contact

Includes a link to the item at the top of the email body to the selected users
From Address*

| no-reply@sharepointonline.com

_

Notification on Ticket Completion:
e When Ticket is completed, notification is sent to assigned staff and assigned team.
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Save X Cancel

Notification on Ticket Completion

Title*
Notify Requester

User Mail Subject

User Mail Body

Notify Additional Contact

Notify Assigned Staff

Notify Other Staff

Staff Mail Subject

Staff Mail Body

Include Link

Notify Assigned Team

From Address*

Notification on Ticket Completion

O
<<Status>> - <<Title>> - [Caseld: <<ID>>]

(inherited font) ¥ | (inherited size) » B I

([
i
ikl
]
i

N

i

X | X

::: BRY S

Due Date: <<Due Date>>

Format v

Description:
<<Description>>

Work Log:

<<Work Log>>

@® Always Notify

O Notify if Closed By is not equal to Assigned Staff
O Do Not Notify Staff

Enter names or email addresses...
<<Title>> - [Caseld: <<ID>>] is closed

(inherited font) ¥ | (inherited size) v B I

c
H

i
T
[
[

@ (¢ m DA~ O

B Q@

Auto Reply on ticket completion: Ticket <<ID>> has been completed.

D

X2

X

B <

Format v

<<Title>>

Requester: <<Requester>>
Category: <<Category>>

Issue Type: <<Issue Type>>
Assigned Staff: <<Assigned Staff>>
Due Date: <<Due Date>>

4
Requester [J Assigned Team
Assigned Staff Additional Contact

Includes a link to the item at the top of the email body to the selected users

no-reply@sharepointonline.com

Save Cancel
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Notification on Incoming Email:
When user sends an email about an existing Ticket, notification is sent to staff.

Save X Cancel

General

Title* Notification on Incoming Email ‘
Notify Staff

From Address* no-reply@sharepointonline.com ‘

Add email attachments to Ticket

Add email attachments to auto )]
notifications

Check Staff OOF 0

Notify Requester O Always
O On Assigned Staff reply
O Never

Save Cancel

Notification on Ticket Reactivation:
When Ticket is reactivated, notification is sent to requester, assigned staff, and assigned team.

= Crow Canyon Software



Save X Cancel

ﬂJ Attach File

Title*
Notify Requester
User Mail Subject

User Mail Body

Notification on Ticket Reactivation

\ Notification on Ticket Reactivate]

< <Status>> - <<Title>> - [Caseld: <<ID>>]

(inherited font)

ip

C |

Requester: <<Heguester>>
Category: <<Category>> -~
Issue Type: <<Issue Type>>

Assigned Staff: <<Assigned Staff>>
Due Date: <<Due Date>>

Description:
<<Description>>

v

(inherited size) v B ;i u

Bl <>  Format vy K 2

Wark | nn: i
Fl
Notify Additional Contact
Notify Other Staff Enter names or email addresses...
Notify Assigned Team
Notify Assigned Staff
Staff Mail Subject <<Status>> - <<Title>> - [Caseld: <<ID>>]
Staff Mail Bo [
Hy (inherited font) ¥ (inherited size) v B I U | abe
E E B2 Bl B| &€ | s @ |ID|A~ |0~
8 x, ¥ B | < | rormat v & kK @
Auto Reply on ticket reactivate: Ticket <<ID>> has been re-activated. -
<<Title>>
Requester: <<Requester>>
Category: <<Category>>
Issue Type: <<Issue Type>>
Assigned Staff: <<Assigned Staff>>
Due Date: <<Due Date>> -
Fl
Include Link Requester Assigned Staff
Additional Contact
From Address* no-reply@sharepointonline.com
Attachments A

Select files...
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Service Level Agreements

Service Level Agreements can be set up based on any criteria desired. Out of the box, you can set SLAs
by Category, Issue Type, and/or Priority. Notifications will be sent out when SLAs are breached. See also
the SLA dashboard for SLA metrics.
e Response Hours - How many hours before a first response should go to the end user.
e Reminder Hours - How many hours before a reminder will go out. Usually less than the
Resolution Hours
e Resolution Hours - How many hours the team has to close the Ticket.
SLA page is shown below:

NITRO Help desk
Home Knowledge Base Report Center Employee Portal

E Categorization Service Level Agreements can be set up based on any criteria desired. Out of the box, you can set SLAs by Category, Issue Type, and/or Priority. Notifications will be sent out when SLAs are
See also the SLA for SLA metrics.
ﬂ Auto Assignment » Response Hours - How many hours before a first response should go lo the end user,

« Reminder Hours - How many hours before a reminder will go out. Usually less than the Resolution Hours
B Notifications « Resolution Hours - How many hours the team has to close the ticket.

€08 Service Level Agreements
SLA

¢35 Permissions O
A Change Request Approv

B Advanced

Click SLA tile to configure SLAs. Below shown page will open:
Administrator can configure new policies or can edit old policies on this page.

©)

List: Tickets

=

Settings for 'Tickets' list

Title Type Enabled Actions
Default policy SLA YES 7 x
Powered By _ Crow Canyon
£ NITROSTUDIO = Software

Please refer ‘SLA’ article for more detail on service level agreement.
SLA.docx (sharepoint.com)

Permissions
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Site Permissions links to the SharePoint site settings. Typically, there will be an Owners group for
administrators, a members group for help desk staff, and a Visitors group for end users. When the site is
created, the Visitors group gets read-only access; this will need to be updated to at least edit access so
that end users can submit tickets. See our documentation here for setting up for permissions with the
most restrictive access:

NITRO Security Settings allow you to redirect end users to the Employee Portal if they try to access the
backend.

Change

NITRO Help desk &
Home  Knowledge Base  Report Centel Employee Portal

B Categorization

[Z1 Auto Assignment

B Notifications

Site Permissions NITRO Security Settings

o o

32 Service Level Agreements

o
£93 Permissions

A Change Request Approv.

B Advanced

Change Request Approvers

A change request approval process is a series of steps that must be followed to approve and implement
a change in the System, Hardware, or Application etc. At times, to provide the resolution for Tickets and
to implement new requirements, changes are required in the System, Hardware, or Application etc.
These changes are handled through ‘Change Requests’ process. Each ‘Change Request’ that is initiated
must undergo change request approval process.

Change Request Approval Process typically goes through below mentioned steps

1. Create Change Request: A change request is initiated and submitted. This should include

the details about the change required, the reason for the request and other relevant details

that can help the approver understand its impact.

2. Approval: The change request is reviewed by the approver and approved/denied as per

assessment done. There can be multiple levels of approval required based on the impact of

the change. Once approved, the change request is assigned to the appropriate team to

implement it.

3. Implementation: Approved change requests are assigned to the team. Team makes

appropriate changes and implements it.

4. Close: Once implemented successfully or if denied then Change Request is closed.
Change Request Approvers page is shown below:
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n Home  Knowledge Base  Report Center  Employee Portal

B Categorization

[ Auto Assignment

B Notifications

33 Service Level Agreements
£32 Permissions

A Change Request Approv

B Advanced

Advanced

Configure Lists:

NITRO Help desk

Set the approver(s) for Change Requests based on the Change Type (called "Type of Change") on the Change Request form.

Change Requests Approver Definition

+New |

Softwate Upgrade

Page 1 of1

20~ items per page

Ryan Stefani

Approval Levels

+New &

Software Approval

Page 1 of1

em Print & List Print

Ryan Stefani

Software Approval

Below page shows the link to list settings page for each of the core list used in NITRO Help Desk

application

d
. Home  Knowledge Base  RepartCenter  Employee Portal

B Categorization

[ Auto Assignment

B Notifications

133 Service Level Agreements
82 Permissions

A Change Request Approv--

B Advanced

B Configure Lists

E3 Recurring Tickets
B service Catalog
=§FGenf\ra\ Configuration

& Crow Canyon NITRO Apps

NITRO Help desk

Links to the List Seftings page for each of the core lists used in the help desk application.

Configure Tickets Configure Problems
& e
[ Time C Change Tasks
O]
—
=]
Configure Approval Levels Configure Category
= &=
Configure Knowledge Base Configure Email Tickets
B =
Configure Holidays Configure New Ticket Utility
@ —
= [\
Configure Notification On Ticket Configure Notification on Ticket
Completion Reactivation
= [\
Configure Catalog Configure Service Catalog

Configure Change Requests Configure Tasks
N —
=4 -
Configure Problem Tasks Configure Recurring Ticket
Templates
—
—]
-_—
Configure Issue Type Configure Configurations

-
i &

Configure Change Req Confi Change Req

Approval Tasks Approver Definition

— —
— —

Configure Notification On Configure Notification On Ticket

Incoming Email Assignment
[\ ]
Configure Notification on Ticket Configure Round Robin Staff
Resolution

= O]

Click tile to configure the list.

Recurring Tickets

Setup Tickets to be created automatically on a schedule (e.g., monthly, weekly, etc) for regular
maintenance work. Setup the Ticket Template; additional fields can be added to the Recurring Ticket
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Templates list if needed. Then set up the Recurring Schedule and connect it to the template by using the
Ticket Template lookup field on the Recurring Schedule list.

d
. Home  Knowledge Base  Report Center ~ Employee Portal

B Categorization
[ Auto Assignment
B Notifications
32 Service Level Agreements
32 Permissions
A Change Request Approv--
B Advanced
B Configure Lists

B2 Recurring Tickets

Recurring Tickets

B Service Catalog

£3% General Configuration

& Crow Canyon NITRO Apps

Service Catalog

NITRO Help desk

Setup tickets to be created automatically on a schedule (e.g. monthly, weekly, etc) for regular maintenance work. Setup the Ticket Template; additional fields can be added to the Recurring
Ticket Templates list if needed. Then set up the Recurring Schedule and connect it to the template by using the Ticket Template lookup field on the Recurring Schedule list.

Recurring Ticket Templates

+ New |

There is nothing to show here

Click New to add items

(V] Page of 0 20 v items per page No items to disg

Recurring Schedule

Recurring Schedule

k3

Allows for setting up a Service Catalog that will be accessible to end users via the Employee Portal. The
Catalog list is for categorizing the catalog articles. Each multiline text field (e.g., Description, Included,
etc) on the Service Catalog list will appear as a separate tab within the Service Catalog on the Employee

Portal.

s
. Home Knowledge Base Report Center Employee Portal

B Categorization
E". Auto Assignment
B Notifications
33 Service Level Agreements
£22 Permissions
A Change Request Approv-
B Advanced
Configure Lists
= Recurring Tickets

B Service Catalog

£33 General Configuration

# Crow Canyon NITRO Apps

NITRO Help desk

Allows for setting up a Service Catalog that will be accessible to end users via the Employee Portal. The Catalog list is for categorizing the catalog articles, Each multiline text field (e.g.
Description, Included, etc) on the Service Catalog list will appear as a separate tab within the Service Catalog on the Employee Portal.

+New |
Account & ID Management Services fa-user-o
G Page 1 of1 20 = items per page

Service Catalog

+ New |
tle Banner Catalog Show Alw
Find People https://crowcanyonsoftware sh. Account & ID Management Se. Yes
(¥ Page 1 of1 20 v items per page
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Employee Portal

N Ta create and track Tickets or fnd knowledge base anticke - the Hefpdak is here to help. Select from Delow Lo start the request process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

Comman Services

Find Peopie

Catalegs
8 Account & 1D Management Service..

find Pecpie

General Configuration
For advanced or custom setup of program, general configuration is provided.

NITRO Help desk
Home Knowledge Base Report Center Employee Portal

B For advanced or custom setup of the program.
B Categorization

. General Configurations
Ifl Auto Assignment

B Notifications #
£33 Service Level Agreements

£33 Permissions

A Change Request Approv-

B Advanced

=] Configure Lists
£ Recurring Tickets
B Service Catalog

@ General Configuration

% Crow Canyon NITRO Apps

Click ‘General Configuration’ tile to see settings as shown below:
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Save X Cancel

General | Requester Information Knowledge Base  Email Handling Extended Settings  Ticket Assignment

Title* Configurations - Service Request

Product ® Service Request
O Customer Service

Tickets List Name Tickets

Case Id Format

] thy et nin t g ails. E.C fy valu Ticket Id:" f yntax [Ticket Id:XXXX] in th k
Ticket Link Description Click here to see more details

Ticket URL https://crowcanyonsoftware.sharepoint.com/sites/demo2/NITROHelpdesk/SitePages/CCSDisplayForm.aspx?List D=fda0247f-5f9a-4ff8-84fb-
67518d31a857&ItemID=<<ID>>

Portal Ticket Link URL https://crowcanyonsoftware.sharepoint.com/sites/demo2/NITROHelpdesk/Portal/SitePages/CCSDisplayForm.aspx?itemID=
<<ID>>&FormKey=PortalTicket&WebURL=https://crowcanyonsoftware.sharepoint.com/sites/demo2/NITROHelpdesk&ListID={fda0247f-

Portal Ticket Link Description Click here to see more details

SR Logs Retention Days 90.00 :

In General Configuration, configure settings or Ticket list. Product app will work according to these
settings.

In General tab:

Title: Provide Title

Product: Select product type

Ticket list name: Provide name of Ticket list

Case Id Format: Specify the prefix to parse the Ticket ID in the incoming/outgoing emails.
Ticket Link Description: Provide Ticket link description

Ticket URL: provide Ticket Form URL here

Portal Ticket Link URL: Provide portal Ticket link URL here

Portal Ticket Link Description: provide Portal Ticket Link Description here

SR logs Retention Days: provide Retention days here

Requester Information Tab:

Provide Requester related information under this tab as shown below:
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General ~ Requester Information | Knowledge Base  Email Handling  Extended Settings  Ticket Assignment

Fill Requester Information

Read information From @ SharePoint User Profile

Requester meta data column1 Requester Email ~
Property1 WorkEmail

Requester meta data column2 Requester Phone v
Property2 WorkPhone

Requester meta data column3 Requester Department v
Property3 Department

Requester meta data column4 Rt
Property4

Requester meta data column5 v
Property5

Save Cancel

Knowledge Base Tab:

Provide knowledge base related mapping under this tab as shown below:
Save X Cancel

General  Requester Information = Knowledge Base =~ Email Handling ~ Extended Settings  Ticket Assignment

KB Mappings Title=Title
Category1=Category1
IssueType=IssueType
WikiContent=Description1
Resolution=Resolution
ResolutionNotes=ResolutionNotes 4

Save Cancel

Email Handing:
Configure settings in Email sync app for this. Provide settings for handling emails under this tab as
shown below:
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Save X Cancel

General _ Knowledge Base  Email Handling | Extended Settings  Ticket Assignment

Email Tickets Lists Names Email Tickels
p
Close Ticket If Subject Starts With  Helpdesk
Close Ticket If Subject Ends With Close
Copy CC Users Ta
Internal name of Ticket list column where users copied to the email have to be stored. Example: AdditionalContact (display name could be additional Centact).
Maote that only those users wha get resolved in the SharePoint will get added.
Copy CC Users For Domains
Allowed domain names separated by semicalon. Users fram these domains only will be stored in the above column. Fxample:
google.cem;abeoom
I this is left blank, then users fram all domains will be stored.
Update Workleg
Update the Ticket work lag bazed on the latest email content
Stop craating Tickets for new
matls Enable this cption to stop the Email to Ticket conversion feature. Other functionality like linking of emails to existing Tickets and auto-status and close Ticket
functionality is not impacted by this change.
Create Tickets for Emails from
these addresses
P
This is used if "Stop creating Tickets for new Emails’ is enabled. Emails from addresses specified here will be excluded and their emails will get converted to Tickets.
Multiple email addresses can be specified by putting each address in separate line
Email to Ticket Column Mapping
e
Parsz email content and map to Ticket. Refer: httpsy/fwww.crowcanyon help/article/ 454/
Email Threading Options
s
Parameters to determing iT an incoming email is a reply W an existing Ticket Refer: hitpsy /www.crowcanyonhelp/article/492/

Email Tickets Lists Names: Provide name of Email Ticket list

Close Ticket if Subject starts with: If an email (with case id in subject) is send which starts with
‘Helpdesk’ in the subject, then it should close the Ticket.

Close Ticket If Subject Ends with: If an email (with case id in subject) is send which ends with ‘Close’ in
the subject, then it should close the Ticket.

Copy CC Users To: Internal name of Ticket list column where users copied to the email have to be
stored. Example: AdditionalContact (display name could be Additional Contact). Note that only those
users who get resolved in the SharePoint will get added.

Copy CC Users to Domains: Allowed domain names separated by semicolon. Users from these domains
only will be stored in the above column. Example: google.com; abc.com If this is left blank, then users
from all domains will be stored.

Update Worklog: If an email is sent for existing Ticket (case id in subject), then it will add the email
content to Ticket worklog.
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Stop Creating Tickets for new Emails: Enable this option to stop the Email to Ticket conversion feature.
Other functionality like linking of emails to existing Tickets and auto-status and close Ticket functionality
is not impacted by this change.

Create Tickets for Emails from these addresses: This is used if 'Stop creating Tickets for new Emails' is
enabled. Emails from addresses specified here will be excluded and their emails will get converted to
Tickets. Multiple email addresses can be specified by putting each address in separate line

Email to Ticket Column Mapping: Parse email content and map to Ticket. Refer:
https://www.crowcanyon.help/article/454/

Email Threading Options: Parameters to determine if an incoming email is a reply to an existing Ticket.
Refer: https://www.crowcanyon.help/article/492/

Extended Settings Tab:
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B save X Cancel

e ol

4

1 Knowledge Base  Email Handling  Extended Settings | Ticket Assignment

Mail Response Separators

Keywords to determine where the latest response in email ends and old mail thread starts. E.g. De
From:
wrate:

Extended Settings

%
Additional options to manage Ticket process.
State Management {

“Unassigned": {
"DisplayName": "New",
"AutoSetOnStaffClear”: "Yes"
13
"Assigned": {
"DisplayName": "In Progress",
"AutoSetOnAssign™: "Yes",

-
"SetFirstAssianedDate": "Yes"
Status values for Tickat.

#~
Out of Office Information

%
OOFEnabled=Yes
OOFCalendarListName=Calendar
OQOFCategoryField=Category
QOFCategoryFilter=00F
OOFTechUserField=00FTech
Status Tracking Settings {

"EnableStatusTracking™ true,

"StatusTrackingListName": "Tickets Status Tracking”,
“EventsToTrack": {
"Status™; true,
"Staff": true,
KPI Settings {
“Enable”: true,
“FirstResponse™: {
"Enable": true,
“Responselndicators™ [

"IncomingEmail",

N

Mail Response Separators: Keywords to determine where the latest response in email ends and old mail
thread starts. E.g., De: From: wrote:

Extended Settings: Additional options to manage Ticket process.
State Management: Status values for Ticket.

{
"Unassigned": {
"DisplayName": "New",

"AutoSetOnStaffClear": "Yes"
}

Assigned": {
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"DisplayName": "In Progress",
"AutoSetOnAssign": "Yes",
"SetFirstAssignedDate": "Yes"

2
"Resolved": {
"DisplayName": "Resolved"
2
"Closed": {
"DisplayName": "Closed"
}
}
For example:

Here, ‘Unassigned’ can be changed to ‘New’ (DisplayName will remain same ‘New’)
‘Assigned’ can be changed to ‘In Progress’ (Display Name will remain same’ In Progress’)
Status Tracking Settings: Provide bellow settings in this column for Status tracking of Ticket

{

"EnableStatusTracking": true,
"StatusTrackingListName": "Tickets Status Tracking",
"EventsToTrack": {

"Status": true,

"Staff": true,

"Team": true,

"Priority": true,

"Team and Staff": true

2
"AdditionalColumnMappings": []

}
e If ‘Request Status’ of Ticket is changed then an entry gets created in ‘Tickets Status
Tracking’ list with ‘Type of change' column value ‘Status’, show ‘Previous Status and ‘New
Status’ value of Ticket
e If ‘Assigned Staff’ of Ticket is changed then an entry gets created in ‘Tickets Status
Tracking’ list with ‘Type of change’ column value ‘Staff’
e If ‘Assigned Team’ of Ticket is changed then an entry gets created in ‘Tickets Status
Tracking’ list with ‘Type of change’ column value ‘Team’
e |f 'Priority’ of Ticket is changed then an entry gets created in ‘Tickets Status Tracking’ list
with ‘Type of change’ value ‘Priority’
e If’Assigned Staff’ and ‘Assigned Team’ of Ticket is changed altogether then an entry gets
created in ‘Tickets Status Tracking’ list with ‘Type of change’ value ‘Team and Staff’.

KPI Settings: Key Performance Indicators (KPI) settings are as shown below:
{
"Enable": true,
"FirstResponse": {
"Enable": true,
"Responselndicators": [
"IncomingEmail",
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"ltemUpdate",
"OutgoingEmail"

2

"FirstAssignTime": {
"Enable": true

2

"TimeToFirstAssign": {
"Enable": true,
"BusinessTime": true

2

"FirstResponseTime": {
"Enable": true,
"BusinessTime": true

2

"TimeToRespondAfterAssign": {
"Enable": true,
"BusinessTime": true

}
Ticket Assignment Tab:

Save X Cancel

General  Requester Information  Knowledge Base  Email Handling  Extended Settings | Ticket Assignment

Enable General Auto-Assignment [

Specific auto-assignment is L
assign the Ticket based on

ype I Tickel is created withoul lssue Type or slall is nob sel for the lssue Types then énabling thi
i list,

Business Time Configurations

BN

On Call Tech Assignment
Configurations

slechriclan=user
a n-user?
Mornibusi rstechniian=userd

TechnicianCalendartist
TechnicianCalendarfield=Teck
TechnicianCalendarFiltz

Category,OnCall

= Crow Canyon Software



Enable General Auto-Assignment: Specific auto-assignment is based on staff set in Issue Type. If Ticket
is created without Issue Type or staff is not set for the Issue Type, then enabling this setting will assign
the Ticket based on the staff in 'Round Robin Staff' list.
Business Time Configuration: configure business time configuration as shown below:
Enabled=Yes/No
BusinessTimeType=Site/Custom
StartTime=9 (as per site time zone)
EndTime=18
BusinessDays=Number (127 for all days)
HolidaysCalendarList=Calendar
HolidayCalendarFieldValue=Category,Holiday
On Call Tech Assignment Configurations: Configure this setting as shown below:
Enabled=Yes/No
BusinessHoursTechnician=userl
HolidayTechnician=user2
NonBusinessHoursTechnician=user3
TechnicianCalendarList=Calendar
TechnicianCalendarField=Technician
TechnicianCalendarFilter=Category,OnCall
Crow Canyon NITRO Apps
Administrators have access to commonly used NITRO apps in NITRO Help Desk application as shown
below:

NITRO Help desk )
Home  Knowledge Base  Report Center Employee Portal

L Links to commonly used NITRO Apps in the NITRO Help Desk application
=] Categorization

) Crow Canyon NITRO Studio NITRO Workflows NITRO Engage
[ Auto Assignment
B Notifications * fh e
i3} Service Level Agreements Email and Text Sync Advanced Approvals Crow Canyon Product App

5 Permissions a e

A Change Request Approv--

B Advanced
B Configure Lists
£ Recurring Tickets

B senvice Catalog
£92 General Configuration

4% Crow Canyon NITRO Apps

e Crow Canyon NITRO Studio: Crow Canyon NITRO Studio is an easy-to-use no-code
solution that provides the components to build highly configurable applications in
SharePoint online.

¢ NITRO Workflows:_NITRO Workflows allows you to automate your business processes by
creating complex workflows that execute based on changing data conditions or times. It has
powerful, robust features that will enhance the productivity of your developers yet can also
be simple enough for process automation by power users. All workflows are comprised of a
name, a source list, a triggering event, optional conditions to streamline or restrict the
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workflow, and one or more actions that can create, update, or delete list data, send emails,
and manage list permissions.
e NITRO Engage: NITRO Engage App can be installed in MS teams. It provides an easy to
use and interactive chat-based interface for using NITRO applications. It enhances overall
customer experience and is highly convenient for users.
e Email and Text Sync:_ Email Sync creates a connection between an Exchange or Office
365 mailbox and a SharePoint list. Emails sent to the specified mailbox are converted to
SharePoint list items. The emails can come from internal users or external customers. One
use of Email Sync is that if employees are used to sending to a certain mailbox for support or
other services, they can continue to do this while a new SharePoint or Office 365 application
is used by staff to manage those requests, issues, inquiries, etc. Another use is with a web
form where users or customers enter information; the web form then sends an email to the
mailbox with the form data, where it is converted to a SharePoint list item.
New emails can be converted into SharePoint list items (Tickets, requests, etc.).
Emails about an existing Ticket can be linked to that Ticket and become part of its Email History,
making it easy to see the chain of communication. These emails need some identifier in the
subject or body to know that the email is related to a specific ticket, such as [CASEID: 123] in the
Subject.
Text Sync creates a connection between a phone number (provided by Twilio during account
setup) and a SharePoint list. Texts sent to the specified phone number are converted to
SharePoint list items. The texts can come from internal users or external customers. Text Sync is
used in conjunction with Action Verbs. The way it works is that the text is parsed, and words are
mapped to columns in a SharePoint list. This could be mapping the Action Verb and the Ticket ID
to columns in this list. A NITRO Workflow can run on that list using the "ltem is Created" trigger.
The Workflow reads the columns that have the Action Verb and ID in them and then runs that
appropriate action (Update Item, Send Email, etc.). This process automates the application for
text users and gives them a wide range of responses.
Text messages can be sent out to users and staff from the tickets via NITRO Workflows and
Custom Actions.
Users and staff can respond by text using pre-defined "Action Verbs" that kick off a workflow,
such as "APPROVE" or "CLOSE" a ticket or request. You can configure any number of Action
Verbs using the Text Sync described below.
e Advanced Approval: NITRO Advanced Approvals allows new items to be approved,
denied, or sent back via an automated email approval process.

Key Features

e Items can be approved, denied, or sent back

e Approval notification emails are configured through templates and
automatically sent based on the approval action.

e Anitem can have multiple levels of approvals.

Crow Canyon Product App
All different features like email to Ticket conversion, auto-notifications, auto-assignment,
case-id generation etc. are handled by Crow Canyon Product App. This app captures different
events (Item Created, Iltem Updated) on Email Tickets and Tickets lists.
App Features
Enable/Disable conversion of incoming Emails to Tickets.
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Enable/Disable notifications and other business processes on Ticket creation and update.
Enable/Disable above process to run in async process.

Please refer this article for more detail: How to use Crow Canyon Product App to execute the
functionality for the missing events on Email Tickets and Tickets list? - Crow Canyon Software

Support

Employee Portal

Administrator also have access to Employee portal site. Admin can make necessary changes in ‘Portal’
site like ‘Background image’,” Header’, ‘Theme’, ‘Forms’ etc.

To modify page, click ‘Edit’ link as shown below:

SharePoint 23 Search this site

Heme + Mew - {9 Discardchanges [ Sendto ~  § Pagedetails  [E Analytics Draft saved 3/13/2023 ¢ Edit  [EONGETTCE

Natebeak
Documents
Pages
Craw Canyon NITRO Apps
Index

Crow Canyon Branding (..

Sit contents

Select from below to start the request process
Edit ™ T statf will be off for the Thanksgivin

Calendar Reminder Email and Spam Hardware Request
&J‘ z E Useful Links
Ui the lofenng lmks 4o quickly navigate b Fequantly uzed itsms
Internet Remote Access Software
e Q ll Computer Software 3

Virtual Private Network (VPN) 5
Computer Hardware

Hardware Printer pe

After editing the page, ‘Republish’ the page.
Accessing the Administration workspace page

Go to administration page by following below steps:

Site contents -> Site Pages -> Administration.aspx

This page allows the Administrator to configure following:
Home Page and Theme
Configure Apps and Pages

Portal Forms

Notices

NITRO Site Settings

General Settings

oukwWwNPE
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Employee Portal

To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process

N

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

£= Home Page and Theme ¥ Configure Apps and Pages [ Portal Forms % Notices ¥ NITRO Site Settings & General Settings
Quick Tickets Useful Links Site Title, Description, and Logo
Branding

Home Page and Theme

Employee Portal

N To create ard track Tickets or find monlecqe base article - the Helpdek is here to nelp. Select from below 10 start the request process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

B8 Home Page and Theme  § Configure Apps and Pages Sl Portal Forms %5 Notices ¥ NITRO Site Settings £ General Settings

Quick Tickets Useful Links Site Title, Description, and Logo
% % &
Branding

Quick Tickets: Administrator can configure ‘Quick Tickets’ Tiles by clicking on this tile.

Useful Links: Administrator can configure ‘Useful Links’ tiles by clicking on this tile.

Site Title, Description and Logo: Administrator can provide Site Title, Description and Site Logo by
clicking on this tile.

Branding: Administrator can select theme for site and other site Ul settings by clicking on this tile.

Configure Apps and Pages

Administrator can configure Apps and Pages for portal site by clicking on tiles as shown below:
Employee Portal

N To create and track Tickets of hind krowledge base artice - the Helpdek s here to help. Select from below to start the request process

Home Submit New Ticket View My Tickats Knowledge Base Service Catalog Dashboard

BB Home Page and Theme ¥ Canfigure Apps and Pages  EPortal Forms g Notices ¥ NITRO Site Settings 9§ General Settings

List Views Reports List Search
= e

List Rollup Tiles & Dials

d
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List Views: Administrator can configure ‘Notices’, logged in user ‘Open Tickets’, ‘closed Tickets’
by clicking on this tile.

Reports: Administrator can configure reports for Tickets by clicking on this tile.

List Search: Administrator can configure ‘List Search’ on Tickets by clicking on this tile.

List Rollup: To configure ‘List Rollup’ click this tile.

Tiles and Dials: By clicking this tile, configure ‘Tile and Dials’ for portal site.

Add Workspace Page: To add a new site page in Site pages library and add required NITRO
components to it, click on this tile.

Portal Forms
Administrator can configure portal forms by clicking on tiles as shown below:

Employee Portal

To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process

N

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

= Home Page and Theme ¥ Configure Apps and Pages =] Portal Forms % Notices ¥ NITRO Site Settings & General Settings

Tickets Knowledge Base
Edit *PortalTicket’ form to modify the portal Ticket forms Edit ‘PortaiknowledgeBase’ form to modify the portal KB forms

Tickets: To modify Portal Ticket forms, edit ‘PortalTicket’ by clicking this tile.
Knowledge Base: To modify portal KB (Knowledge Base) forms, edit ‘Portal knowledgebase form by
clicking this tile.

Notices

Administrator can create, edit, and delete Notices as shown below:

Employee Portal

N T create and track Tickets or find knowledge base article - the Helpdek s here to help. Select from below to start the request process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

i= Home Page and Theme ¥ Configure Apps and Pages [ Portal Forms % Notices #¥NITRO Site Settings &% General Settings

+New [ Delete 3 List Settings

03-13-2023 03-13-2023

IT staff will be off for the Tha The [T Team will be taking a mu o 03-13-2023 03-21-2023

Page 1 of1

NITRO Site Settings
Administrator can configure ‘Menu Links’, ‘Security Settings’ and ‘Live Chat’ by clicking on tiles as shown
below:
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Employee Portal

N To create ang trace Tckets or find knowledge base artide - the Hefpdek is here to help. Select from below to start the reguest process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog  Dashboard
= Home Page and Theme ¥ Configure Apps and Pages 5 Portal Forms S Notices % NITRO Site Settngs  €F General Settings

Menu Links Security Settings Live Chat

Canfigura a.sem meny inks In 'Headkr’ sachion In ste brardng

® ) %

Menu Links: Configure custom menu links in ‘Header' section in site branding.
Employee Portal

N To create and track Tickets or find krcwiedge base article - the Helpdek is here to heip, Select from bekow to start the request process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

SITE UISETTINGS  SITE THEME

. General Settings

Hide Command Bar [ o)
Hide Feadback [ o}
Hide Comments and Social Bar [ o]
Hide App Bar [ o)
Hide ‘Detatls’ lcon in list view command bar [ o]

[ o

Hide 'Details’ manu in list view ECB bar

Full Page Layout °

Page Alignment Center 5
Hide Page Title (o]

Weh Part Spacing Narow h4

Suite Navigation Bar

£xtended C55

omizedHeaderRow span cos-menu-item-text|

Extended JavaScript

s Header

v Application Administration
s Translator Widget

v NITRO Forms Dialogs

v Quick Launch

Security Settings: to configure security settings, click on ‘Security Settings’ tile.
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NITRO Configurations @

Site: Employee Portal

Manage Site-level NITRO Configurations
+ General Settings
+ Regional Time Settings
+ Cache Site Metadata
s NITRO Utility
« List Actions Security Settings
w Live Chat Integration
A Security Settings

Configure settings to automatically redirect selected users from sites in this site collection
Users will be redirected to the specified URL when they browse to any page in the site

Select Site

(Users will be redirected on navigating to -- Select Site -- v
this site as per configured settings)

Target URL

Access policy (O Allow group members to access site (@ Disallow group members to access site

Users who are members of one or more of specified groups will be redirected to target URL. All other users will be able to access the
selected site and will not be redirected.

Groups Enter names or email addresses...

+ Save Settings

+ Teams Connection Settings
+ Twilio SMS API| Connection Settings
w Azure Active Directory Connection Settings

« DocuSign API Connection Settings

Powered By Crow Canyon
£ NITRO STUDIO™ = Software

Live Chat: To configure ‘Live Chat’, click this tile as shown below:
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NITRO Configurations )

Site: Employee Portal

Manage Site-level NITRO Configurations
w General Settings

« Regional Time Settings

« Cache Site Metadata

w NITRO Utility

« List Actions Security Settings
A Live Chat Integration

Chat Engine - Select Bot-- hd

« Save Settings

v Security Settings

+ Teams Connection Settings

v Twilio SMS API Connection Settings

« Azure Active Directory Connection Settings

+ DocusSign API Connection Settings

Powered By Crow Canyon
£ NITRO STUDIO™ = Software

General Settings

To configure general settings, Administrator can click on ‘General Settings’ as shown below:
Employee Portal

o create and track Tickets or findt krowlodge base articke - the Helpdek is here ta help. Select from beloiw ta start the rquest process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

= Home Page and Theme % Configure Apps and Pages FS Portal Forms % Notices £ NITRO Site Settings & General Settings

NITRO Site Settings SharePoint Site Settings Tickets Site Permissions
Configure Regronal setangs, Muladaia cazling and Live Chex
n vr.:'a" ¢ i ﬁ
Portal Site Permissions Crow Canyon NITRO Apps

NITRO Site Settings: To configure regional settings, metadata caching, live chat integration etc, click this
tile.
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NITRO Configurations @

Site: Employee Portal

Manage Site-level NITRO Configurations

A General Settings

Cross-site Classic Forms O Default @ New Experience

Specify 'New Experience' to use common NITRO Forms installed in the current site. With 'Default’ option, NITRO Forms installed for the
specific list in the source site will be used. Note that Modern Ul forms always use 'New Experience’.

Enabled locale based formatting O Yes @ No

Display numbers as per the locale specified in site regional settings.

+’ Save Settings

+ Regional Time Settings

w Cache Site Metadata

+ NITRO Utility

+ List Actions Security Settings

+ Live Chat Integration

~ Security Settings

+ Teams Connection Settings

+ Twilio SMS API Connection Settings

+ Azure Active Directory Connection Settings

+ DocuSign API Connection Settings

Powered By Crow Canyon
£ NITRO STUDIO™ == Software

SharePoint Site Settings: Click this tile to configure SharePoint Site Settings as shown below
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# EDIT LINKS

N

Home
Notebook
Documents
Pages
Recent

CCSAdvancedApprovall
og

CCSWFHistory_Commo
n_ErrorLogs

NITROUserPreferences
CrowCanyonAppsLib
Workspaces

Crow Canyon NITRO Apps

Crow Canyon Branding
(Modern sites)

Site contents

Recycle Bin

# EDIT LINKS

Site Settings

Users and Permissions
People and groups

Site permissions

Site app permissions

Web Designer Galleries
Site columns

Site content types
Master pages
Composed looks

Site Administration

Regional settings

Language settings

Export Translations

Import Translations

Site libraries and lists

User alerts

RSS

Sites and workspaces

Workflow settings

Crow Canyon Branding (Modern sites)
Crow Canyon NITRO Workflow
Crow Canyon Tiles and Dials
Crow Canyon NITRO Site Settings
Crow Canyon List View

Crow Canyon NITRO Apps

Crow Canyon List Rollup

Crow Canyon Custom Actions
Crow Canyon Branding (Classic sites)
Crow Canyon NITRO Reports
Crow Canyon List Search

Term store management
Popularity Trends-Alert*

Search

Result Sources

Result Types

Query Rules

Schema

Search Settings

Search and offline availability
Configuration Import
Configuration Export

Look and Feel

Title, description, and logo
Quick launch

Top link bar

Navigation Elements
Change the look

Site Actions

Manage site features

Save site as template

Enable search configuration export
Reset to site definition

Delete this site

Site Collection Administration
Go to top level site settings

Microsoft Search
Configure search settings

Tickets Site Permissions: To grant permission, delete unique permission and check permission on

Tickets list, click this tile.
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Portal Site Permissions: to configure Portal site permission, click this tile.
Crow Canyon NITRO Apps: Administrator have access to commonly used NITRO apps in Portal Site.
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NITRO Help Desk: Manager Guide

NITRO Help Desk: Manager

This guide explains how a manager can see the Manager Dashboard, act on overdue tickets, reassign
tickets, and much more.

Workspace Pages for Managers
1. Ticket-Manager-Dashboard
2. Problem-Manager-Dashboard
3. CR-Manager-Dashboard

Ticket-Manager-Dashboard

To open Ticket-Manager-Dashboard page follow below steps:

Open Home page and go to Quick Launch in left side -> click Ticket-Manager-Dashboard in ‘Tickets’
dropdown

This will open a Ticket-Manager-Dashboard page as shown below:

NITRO Help desk

rrrr OPEN TICKETS UNASSIGNED TICKETS OVERDUE TICKETS DUE TODAY DUE TOMORROW INACTIVE FOR 3 DAYS

A 30 4 29 0 0 10

ey Overdue Tickets Unassignied Tickets

Al Tickets Hhew

Need new keyboard Logitech 53 Hardwars Redquest Keyboard Carolyn McDonnal-Farestor

Hardware Problem

This page has following sections:
e Clickable Tiles that show count of Tickets in different states
e Tabular Views to show Overdue Tickets and Unassigned Tickets

Clickable Tiles across the top show the following information:
e OPEN TICKETS: Click this tile to see all the open Tickets.

e UNASSIGNED TICKETS: Click this tile to see all unassigned Tickets.
e OVERDUE TICKETS: Click this tile to see all overdue Tickets.
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e DUE TODAY: Click this tile to see the Tickets that are due for today.

e DUE TOMORROW: Click this tile to see all the Tickets that are due for tomorrow.

e INACTIVE FOR 3 DAYS: Click this tile to see all the Tickets that have not been modified in
3 days.

Tabular Views
In Tabular views we have —
Overdue Tickets
This view will show all the overdue Tickets.
Unassigned Tickets
This view will show all the unassigned Tickets.
Custom Actions that a manager can perform on Ticket
Managers can act on Tickets either from the tabular view (List View) or by opening a ticket. Custom
Actions available for the Manager to perform on a Ticket are shown below:

Tickets - Wan router problem =

& Edit [l Delete X Close = Version History & Send Email ten Print 4;) Self Assign 1of20 t 4

) [ +) Create Problem
Employee | Staff  Work Log Knowledge Base Related Items

*_') Create Change Request

Case Id 38 -~
+) Resolve
Title* Wan router problem
~ :
T p— +) Merge Ticket
Issue Type Router Problems ") Assign to someone

Additional Information
Description

Requester

Requester Email

Gopi Kanneboyena

gopi@crowcanyon.com

Requester Phone 919059119772
Requester Department Support
Additional Requester Email

Additional Contact

Notify Additional Contact No

Created at 02-17-2023 05:53 AM by

Gopi Kanneboyena

Last modified at 02-17-2023 05:53 AM by || SharePoint App

*) Link to Problem

o Self Assign: Manager can Assign a Ticket to themselves by clicking “Self Assign” action
Available in the Ticket.
o Create Problem: Manager can create a problem in the Problems list by clicking the

“Create Problem” action. A form will open and, in this form, ‘Title’, ‘Category’ and ‘Issue Type’
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columns will automatically populate from the Ticket on which custom action has been invoked.
Enter additional details and click the ‘Save’ button to create a problem as shown below:

General | Advanced

Title* Wan router problem

Category WAN v
Issue Type Router Problems

Description
g (inherited font) i (inherited size) b4 B i u abe

I
1]
I
1]

= == T TP N

Ay O v B x| 2 B| < Fomat =  E @
4
Priority High ;
Status Not Started v
Response Due month-day-year hour... B ®
Due Date 02-18-2023 &

Select files...
. Create Change Request: Manager can create a Change Request in the Change Requests

list for a Ticket By clicking “Create Change Request” action. A Change Request form opens in
which Manager can fill details as shown below. On submission it creates a Change Request.
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P» Create Change Request for item (27 : Email Address Book Issue)

General Details Related ltems
Title* |
Type of Change (None) v
Owner Enter a name or email address...
Description . . . . )
(inherited font) ¥ | (inherited size) v B I U ass

e W[ A~ @v@
B «> Format vy & B =

[l
1]
Il
]
I
1M
[l

Ed
1
*
L

4

Prioritv Normal N

Powered By
IANITRO STUDIO™

o Resolve: Manager can resolve the Ticket by clicking “Resolve” action available in the

Ticket. This will open a resolution page as shown below:

A Resolve for item (27 : Email Address Book Issue)

Resolution | By Design

( ‘

Resolution Notes [ By Design
End User Education Select resolution from this
Problem dropdown
| Other
Provide resolution
Vs

notes here

Submit after providing a “Resolution” and “Resolution Notes” to resolve a Ticket.

Powered By
IA NITRO STUDIO™
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. Merge Tickets: Manager can merge Tickets when same user submits multiple Tickets for
the same issue or different users submit Ticket for the same issue.

Tickets - Email Address Book Issue =

¢ Edit il Delete X Close & Version History [ Send Email =1 Print +) Self Assign 190f32 t ¢

S +) Create Problem
Employee | Staff  Work Log  Knowledge Base  Related Items

+) Create Change Request

Case Id 27
+) Resolve
Title* Email Address Book Issue
) — ) : +) Merge Ticket
Category Email Click 'Merge Ticket' custom
action to merge similar .
Issue Type Address Book Tickets +) Assign to someone
Additional Information
Description
Requester James Restivo
Requester Email james.restivo@crowcanyon.com
Requester Phone 4012842733
Requester Department Operations

Additional Requester Email
Additional Contact

Notify Additional Contact No

Created at 02-16-2023 10:05 PM by || Gopi Kanneboyena
Last modified at 03-13-2023 01:30 AM by SharePoint App

o Assign to someone: Manager can Assign Ticket to someone else by clicking “Assign to
someone” action available in the Ticket. Manager will need to provide “Assigned Staff” name
or email address to assign the Ticket as shown below:
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Pf Assign to someone for item (27 : Email Address Book Issue)

Assigned Staff Enter a name or email address...

Powered By
JANITRO STUDIO" « Ok

o Link to Problem: Manager can link open Tickets to problems that have been already
identified. This will help us in grouping of similar Tickets under the common problem.
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Tickets - Printer Paper jam <

& Edit ] Delete X Close & Version History 3 Send Email =4 Print +) Self Assign 130f32 t ¢ ¢

e +) Create Problem
Employee | Staff ~ Work Log  Knowledge Base  Related Items

+) Create Change Request

Case Id 37
+) Resolve
Title* Printer Paper jam
+) Merge Ticket
Category Printing ) <
Issue Type Paper Jam *+) Assign to someone

Click 'Link to Problem' custom action to group (¥ ERTaiPiokiee

Adeitional Informatian similar Tickets under the common problem

Description

Requester Gopi Kanneboyena
Requester Email gopi@crowcanyon.com
Requester Phone 919059119772
Requester Department Support

Additional Requester Email
Additional Contact

Notify Additional Contact Yes

Created at 02-17-2023 05:38 AM by || Gopi Kanneboyena

Last modified at 03-13-2023 01:30 AM by || SharePoint App

Other Actions that a manager can perform on a Ticket are:

o New: Manager can create a new Ticket by clicking ‘New’ button available in upper left
corner of ‘My Tickets’ views.

o Item Print: Manager can print an item by selecting the item and clicking on ‘Item Print’
button.

o List Print: Manager can print the list by clicking ‘List Print’ button available in the
ribbon.

o Send Mail: Manager can also send mail by clicking ‘Send Mail’ button available in the
item ribbon.

o Delete: Manager can delete a Ticket by selecting it and clicking ‘Delete’ button.

Graphical Reports
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Manager Dashboard can also access additional pages showing detailed reports
In Home page go to left side Quick Launch -> expand Manager Dashboard -> this will show below pages
where Reports are configured for different ticket states.

1. Tickets Load

2. Tickets Trends

3. Tickets Performance

4. Survey Reports

5. SLA Reports

Tickets Load: This page shows the Manager how tickets are distributed by different parameters as listed
below

o Open Tickets by Priority and Category
o Open Tickets by Category and Issue Type
o Staff Load (Open Tickets by Staff)
i Rl 0o 1ckets by Friority and Catagory
@ MaagerDahbord A D EEHES T T DENB‘I"" DEIQY\‘
Tickets Load N ) o Fyan Ssian &
Tickets Trends. " I - /
Tickers Performance 3 - g tene) 10 <
Survey Reports. ti ; i - Wara Cisk 2
SLA Reports Eé ; I I
# Problems - = —  somsman 2
e (il H i I
o N Tty Lt ey i bomionilili S
"%., B * s o

Tickets Trends: This page shows the Manager various trends regarding Tickets as listed below

o Open and Closed Tickets by week

o Open and Closed Tickets (last 7 days)
o Closed Tickets by Staff (last 7 days)

o Closed Tickets by Staff (last 180 days)

n NITRO Help desk -
e <
8 Manager Dashboaed EFET-TERAS

Tickets Performance: E V \\\
Sy Bt : o
S £ o~ e = .
& Problems o = '\'\,_\\:\\\\ = - P
A Change Requests ~ s N —— E—Y
S e
*, %

= Crow Canyon Software



Tickets Load
Tickets Trends
Tickets Performance
Survey Reports.

SLA Reports

& Froblems

A Change Requests

Open and Closed Tickets (last 7 days)
Pu=aT Y™

Open = Ciosed
w0

8

]

i

2

g

8 4

E

£

z

2

P . » Py %
%, N ™
", ‘{“»“L “l,i % % %,

Closed Tickets by Staff (last 7 days) Clased Tickets by Staff (last 180 days)

PEm& T ™ DEm& Y™

Fensisan 1
1 o 2

;G Paser 1

o Kawietoysnn 2
Mo Cark 5~ |

—  Gop Kennsboyena 2

Crag Parker | L sonsmm 4

Tickets Performance: This page shows the Manager, performance of staff on Tickets based on various
parameters as listed below

o Average First Response Time (hours) by Priority
o Average First Response Time (hours) by Category
o Average Time(hours) to Assign Tickets by Priority
o Average Time(hours) to Assign Tickets by Category
o Average Time(hours) to Resolve Tickets by Priority
o Average Time(hours) to Resolve Tickets by Category
o Average Time(hours) to Taken by Staff to Resolve Tickets
o Reopen Count by Staff
' " R NITRO Help desk =

L Tickets
[ Mansger Gazntioare
Tickets Loso

Tickets Trends:

Tickets Performance

Survey Reparts
SUA Reports
& Problems

A Change Requests

-

st Response Time (hours) by Priority Average First Response Time (hours) by Category

REamSTR® PE=me8yY Y™

@

Time (hours)

Avaraga Time (hours) to Assign Tickets by Priority Average Time thours) to Assign Tickets by Catagory
BEE-E=Th g & DE=Ea Y™

a0

E

»
| I
: I I | |
e g % % W % % B %,
T % %‘%__ U T RS
%&4 "% ,

Time (hours)

o
&
&

q;,% v %%
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Tickers Loas

Average Time (hours) to Resolve Tickets by Priority

Average Time (hours) to Resolve Tickets by Category

Tickers Trends Ol B g :
n
Survey Reports i
SLA Repants ,5‘ )
& Problems - E .
£
A Changs Fequests u )
0
0
%, h N "%% ’%’s, i%. 5 o 3 4,
= N BN .
R A
T B-0 ah EmeT T
“ 12
»
»
g” g
g i
- b
B H
o B
10
= .
’ °
i ,
%, %, D%g, , 5 “, % S, %, ﬂ‘%@ . o ) 4,
kY i, % by s, LR Y, ", 5 5 %%,,
a b,

Survey Reports: This page shows the Manager various survey reports as listed below

o Service Satisfaction
o Service Quality
o Rating Level by Category
o Satisfaction by Category
. Survey Response per question
o Rating by Staff
- NITRO Help desk ke
Heome Knowledge Base  Repert Center  Employee Portal
kit Survey esponse per auestion
O sesaerosbond. < | P EEE T T BT TR AN PEma YT« ‘
Ticksts Laad Rating by Staff
Tiees e RREmE T ¥«
Ticxets performance. ‘ i 1
5L Reparts.
& Problems >

A Change Requests v

Rating level by cateqory st

E=SeT R
I
ﬁ §
3 £
£ g
E E
ER 2.
L I J U,L il iiiiiii
4, 4, Q 4 4 5 * 5
8 % % % a,,‘ %, %%% %, N My %%, u
6% L
— — i

SLA Reports: This page shows the Manager SLAs reports under below mentioned categories
. Tickets Overdue (last 7 days)
o Tickets Overdue by week
o Resolution SLA Breach by Staff
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d
Hame

1 Tickels ~
2] Manager Dashboard  ~
Tickets Load
Tickets Trends
Tickets Performance
Survey Reparns

& problems L

A Change Requests L

a
o Tickers -
[ MansgerDashioars
Tickers Load
Tiekess Trends
Tickess Pertormance

Survey Reporss

& Probiems ~

A Change Requests 52

o Resolution SLA Breach by Category and Issue Type
o Resolution SLA Breach by Priority

o Response SLA Breach by Staff

o Response SLA Breach by Category and Issue Type
o Response SLA Breach by Priority

o Resolution SLA Status

. Response SLA Status

NITRO Help desk

Knowledge Base  Report Center  Employee Portal

Tickets overdue (last 7 days)

DE=mayyx

2
2
s
2
k)
5
2
5
2

— ot o

Tickets overdue by week

DEES8Y Y

RH

8

Number of Tickets

— Mol Ot

Resolution SLA Breach by Priority

Resolution SLA Breach by Category and Issue Type

Resolution SLA Breach by Staff

PEma Y™ | PEm&aY Y PEms Ty«
12 P

g o 8 os
£ =
® 5
z 2

<, %, ‘

‘;.%k ,{’% %,

o
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Ticksts Load Response SLA Breach by Staff Respanse SLA Breach by Category and Issue Type Response SLA Breach by Priority

S Pame Y ¥ DEme Y« DEme T ¥

s

Number of Tickats.

2
i
k1
g
5
i
z
£
E

Low 2

Resolution SLA Status Response SLA Status

Pemayy» DEm2SY "

Problem-Manager-Dashboard

To open Problem-Manager-Dashboard page follow below steps:

Open Home page and go to Quick Launch in left side -> click Problem-Manager-Dashboard in ‘Problems’
dropdown

This will open a Problem-Manager-Dashboard page as shown below:

NITRO Help desk
Home. Knowledoe Bse  Report Center  Employes Portal

OPEN PROBLEMS UNASSIGNED PROBLEMS OVERDUE PROBLEMS. DUE TODAY IDUE TOMORROW INACTIVE FOR 3 DAYS
EE Manager Dashboard
12 4 10 0 0 11

# Probiems. ~

RSN S.a(f Load (Open Problems by Staff) Incoming Problems by Week Open Problems by Priority and Category

PE=maTy™ PEmaTy PEmseTy™
Problem-Manager-Ds... 12 .
N Froblem s 2
\ o
i roblems.
e i
Semch Probems

A

2
——
E E
| S S — L ¥ =
%, . LY

Resolved Problems by Week Tasks by Staff Tasks by Status

Number of Problems

Numbar of Prablems

PEm@Y Y EECERES PEmaTY™
2 Pl Saared |
] N
E.E gz
2 £
g 5
¥ z,
5
Su
gt 2
0
S,
My
. N
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Overdue signed
My Assigned Problems

My Open Problems My Overdua Problems  All My Probiems  Unassigned Problems

+ew |

Calendardelegation 1 006003 Cikendu

This page has following sections:
e Clickable Tiles that show count of Problems in different states
e Graphical Reports
e Tabular views to show My Assigned Problems, My Open Tasks and All Overdue Tasks
etc.
Clickable Tiles across the top show the following information:
OPEN PROBLEMS: Click this tile to see all the assigned open problems.
UNASSIGNED PROBLEMS: Click this tile to see all unassigned problems.
OVERDUE PROBLEMS: Click this tile to see all overdue problems.
DUE TODAY: Click this tile to see the problems that are due for today.
DUE TOMORROW: Click this tile to see all the problems that are due for tomorrow.
e INACTIVE FOR 3 DAYS: Click this tile to see all the problems that are inactive from 3
days.

Graphical Reports - Manager Dashboard can also access additional pages showing detailed

reports
Problem Manager Dashboard page shows the below reports for problem
o Staff Load (Open Problem by Staff)
o Incoming Problems by week
. Open Problems by Priority and Category
. Resolved Problems by week
. Tasks by Staff
. Tasks by Status

Tabular Views
Below views are configured in Tabular view of Problem Manager Dashboard
My Assigned Problems
My Open Tasks
All Overdue Tasks
All Unassigned Problems
. All Overdue Problems
My Assigned Problems —
In My Assigned Problems we have
1. MY Open Problems
To view all Open Problems, click ‘My Open Problem’ as shown below:

oW e

= Crow Canyon Software



#® My Assigned Problems My Open Tasks All Overdue Tasks 4 All Unassigned Problems 4 All Overdue Problems

My Assigned Problems

My Open Problems My Overdue Probl All My Probl u i d

=+ New | © item Print (S List Print (i Delete

D Original Ticke Due Date

v Calendar delegation 1 02-06-2023 Calendar Calendar Deleg... Normal
Calendar Reminders Issue : 10 02-19-2023 Calendar Reminders Normal
Email Address Book Issue 9 27 02-20-2023 Email Address Book High
O Page 1 of 1 20 ~+  items per page 1-3 of 3 items

Manager can perform ‘Link Tickets to Problem’ action on ‘Problem’ by opening the problem.
. Link Tickets to Problem: Manager can link open Tickets to problems that have been
already identified. This will help us in grouping of similar Tickets under the common problem.

Open a Problem by clicking on it.
Managers can act on problems either from the tabular view (List View) or by opening a Problem. Custom

Actions available for the Manager to perform on a Problem are shown below:
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Problems - Calendar delegation <

& Edit Ti] Delete X Close & Version History =4 Print +) Link Tickets to Problem 1of3 + ¢

\
‘ General Advanced
|
| Title* Calendar delegation
‘ Category Calendar

Issue Type Calendar Delegation

Description Calendar delegation

Priority Normal
Status Not Started

Response Due

‘ Due Date 02-06-2023
Created at 02-06-2023 06:49 AM by || Gopi Kanneboyena
Last modified at 02-06-2023 06:49 AM by Gopi Kanneboyena

o Link Tickets to Problem:
e This custom action is configured on ‘Problems’ list and will be invoked on the Problem
with which Tickets needs to be linked.
e Custom Action is only visible in the Display form of the Problem. It will not show up in
the Edit form of the Problem
e When action is invoked, it will prompt the user to select the ‘Open Tickets'.
e Select single or multiple Tickets to link with Problem.
o Selected Tickets will be linked to Problem on which custom action is invoked.

Other Actions that a manager can perform on a Problems are:

. New: Manager can create new Problem by clicking ‘New’ button available in upper left
corner of ‘My Tickets’ views.
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. Item Print: Manager can print an item by selecting the item and clicking on ‘Item Print’

button.

. List Print: Manager can print the list by clicking ‘List Print’ button available in the
ribbon.

. Delete: Manager can delete a Problem by selecting it and clicking ‘Delete’ button.

2. My Overdue Problems
To view overdue Problems, click “My Overdue Problems” as shown below:

& My Assigned Problems My Open Tasks All Overdue Tasks % All Unassigned Problems & All Overdue Problems

My Assigned Problems

My Open Problems My Overdue Probl All My Probl L igned Probl

=+ New 1 &, item Print ¢ List Print

Title D Category Issue Type Priority Assigned Team Status
Calendar delegation 1 Calendar Calendar Deleg... Normal Not Started
Calendar Reminders |ssue 10 Calendar Reminders Normal In Progress

(o5] Page 1 of 1 20 ~ items per page 1-2 of 2 items

3. All My Problems
To see all problems, click ‘All My Problems’ view as shown below:

& My Assigned Problems My Open Tasks All Overdue Tasks 4@ All Unassigned Problems i@ All Overdue Problems

My Assigned Problems

My Open Problems My Overdue Problems All My Problems Unassigned Problems

+ New ‘ 2 Item Print Gy List Print
Title IC Category ssue Type Priority Assigned Team Status
Calendar delegation 1 Calendar Calendar Deleg... Normal Not Started
Calendar Reminders Issue 10 Calendar Reminders Normal In Progress
Email Address Book Issue 9 Email Address Book High Not Started

4. Unassigned Problems
To see all unassigned problemes, click ‘Unassigned Problems’ view as shown below:

#& My Assigned Problems My Open Tasks All Overdue Tasks  # All Unassigned Problems i All Overdue Problems

My Assigned Problems

My Open Problems My Overdue Problems All My Problems Unassigned Problems

=+ New | & Item Print (& List Print

Title D Category Issue Type Priority

Printing not working 6 Printing Can't Print Low
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My Open Tasks
To see all open tasks, click ‘My Open Tasks’ view as shown below:

All Overdue Tasks

& My Assigned Problems My Open Tasks

& All Unassigned Problems ## All Overdue Problems

My Open Tasks

+ New | 3 Item Print (S List Print

Due Date

Task Mame

Calendar Reminder Task 02-19-2023

Printer Task 02-20-2023

Email Task 02-19-2023
(@] Page 1 of 1 20 w»  items per page

All Overdue Tasks

Related Problem

10

2

To see all overdue tasks, click ‘All Overdue Tasks’ view as shown below: This view will show all the tasks

that are past the due date

My Open Tasks All Overdue Tasks 4 All Unassigned Problems

#® My Assigned Problems

# All Overdue Problems

All Overdue Tasks

+New[ & ftem Print & List Print

Task Name Due Date Assigned To

02-19-2023 Gopi Kanneboyena

Calendar Reminder Task

&5 Page 1 of 1 20 + items per page

Related Problem

10

1 of 1items

All Unassigned Problems

To see all unassigned problemes, click ‘All Unassigned Problems’ view.

& My Assigned Problems My Open Tasks All Overdue Tasks # All Unassigned Problems

#& All Overdue Problems

All Unassigned Problems

+ New | I, item Print & List Print
Title 1D Category
Printing_not working 6 Printing
o] Page 1 of 1 20 « items per page

All Overdue Problems
To see all overdue problems, click ‘All Overdue Problems’ view.
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® My Assigned Problems My Open Tasks All Overdue Tasks 4 All Unassigned Problems i All Overdue Problems

All Overdue Problems

+ New | & Item Print ¢ List Print

Title D Category ssue lype riority ssigned leam atatus

Hardware problem 3 Hardware Proble... Audio/Visual Normal Not Started Johr

Internet is not working 4 Internet Browser High Not Started Mar

Calendar delegation 1 Calendar Calendar Delega... Normal Not Started Gop
mail ress i 2 Email Address Book Low Not Started Johr

Application lssue 7 Hardware Proble... Desktop Normal Not Started Ryai

Calendar Reminders Issue 10 Calendar Reminders Normal In Progress Gop

CR-Manager-Dashboard

To open CR-Manager-Dashboard page follow below steps:

Open Home page and go to Quick Launch in left side -> click CR-Manager-Dashboard in ‘Change
Requests’ dropdown

This will open a CR-Manager-Dashboard page as shown below:
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NITRO Help desk

o Tioets -

OPEN CHANGE REQUESTS UNASSIGNED CHANGE REQUESTS OVERDUE CHANGE REQUESTS DUE TODAY DUE TOMORROW INACTIVE FOR 3 DAYS
[ Mansger Dashbosrd
16 9 5 0 0 15
& Problems. -
i Chuga ayns PRl it Load (Open Change Requests by Owner) Incoming Change Requests by Week Open Change Requests by Category and Priority
DEma YT« DEme T« DE=arTy
CR-Stall Worksgece 7 0
- St 2 o
g o8 &
Al Change Requests e 8
somes |3 &
‘Search Change Requests g §
3 &
s 3 o 3
H 3
5 £
5
o Kamnen * z
sﬁ% % o
PEmaT YT DEmeT Y™ PE=asT Y™
12
H ¥
g H
g g Nrswes 2 ]
& H
.
£
z o
%, B,
‘ﬂ“‘» %

@: My Assigned Change Requests B My Open Tasks. 8 My Pending Approvals B3 All Overdue Tasks B2 All Unassigned Change Requests B All Overdue Change Requests

My Assigned Change Requests

My OpenCRs My Overdue CRs Al My CRs  Unassigned CRs

e | & Lt Pt

Change Request for Printer s 1 High In Progress

Change Request for sofware 7 Software Upgrade Hormal In Review Gopi Kanneboyena
Changs Request fot Harsware € Hormal Work Completed Gopl Kanneboyens
Page 1 o 0 iterns per page

This page has following sections:
e Clickable Tiles that show count of Change Requests in different states
e Graphical Reports
e Tabular views to show My Assigned Change Requests, My Open Tasks and My Pending
Approvals etc.
Clickable Tiles across the top show the following information:

e OPEN CHANGE REQUESTS: Click this tile to see all open change requests.
e UNASSIGNED CHANGE REQUESTS: Click this tile to see all unassigned Change Requests.
e OVERDUE CHANGE REQUESTS: Click this tile to see all overdue Change Requests.
e DUE TODAY: Click this tile to see the Change Requests that are due for today.
e DUE TOMORROW: Click this tile to see all the Change Requests that are due for
tomorrow.
e INACTIVE FOR 3 DAYS: Click this tile to see all the Change Requests that are inactive
from 3 days.
Graphical Reports - Manager Dashboard can also access additional pages showing detailed
reports
Change Requests Manager Dashboard page shows the below reports for problem
o Staff Load (Open Change Requests by Owner)
o Incoming Change Requests by week
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. Open Change Requests by Priority and Category

. Closed Change Requests by week
o Tasks by Staff
o Tasks by Status

Tabular Views
Below views are configured in Tabular view of Problem Manager Dashboard
My Assigned Change Requests
My Open Tasks
My Pending Approvals
All Overdue Tasks
All Unassigned Change Requests
. All Overdue Change Requests
My Assigned Change Requests
1. My Open CRs
Manager can view all assigned open change requests by clicking “My Open CRs” as shown below:

N NN

@2 My Assigned Change Requests My Open Tasks My Pending Approvals M All Overdue Tasks @2 All Unassigned Change Requests

@: All Overdue Change Requests

My Assigned Change Requests

My Open CRs My Overdue CRs  All My CRs  Unassigned CRs

=+ New ‘ 3 Item Print G List Print
Change Request for Printer 5 1 High In Progress Gopi Kanneboy...
Change Request for sofware 7 Software Upgrade Normal In Review Gopi Kanneboy...
Change Request for Hardware 6 Normal Work Completed Gopi Kanneboy...
Page 1 of 1 20 ~ items per page

To create a new change request, click ‘New’ button available Upper right corner. A new change request

undergoes an approval process.
Change Request Approval Process typically goes through below mentioned steps

1. Create Change Request: A change request is initiated and submitted. This should
include the details regarding the change that is required, the reason for the request and
other relevant details that can help understand the approver the impact of change.

2. Approval: The change request is reviewed by the approver and approved/denied as per
assessment done. There can be multiple level of approvals required based on impact of the
change. Once approved, the change request is assigned to the appropriate team to
implement it.

3. Implementation: Approved change requests are assigned to the team. Team makes
appropriate changes and implements it.

4. Close: Once implemented successfully or if denied then Change Request is closed.

Other Actions that a manager can perform on a Ticket are:
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o New: Manager can create new Ticket by clicking ‘New’ button available in upper left
corner of ‘My Tickets’ views.

o Item Print: Manager can print an item by selecting the item and clicking on ‘Item Print’
button.

o List Print: Manager can print the list by clicking ‘List Print’ button available in the
ribbon.

o Send Mail: Manager can also send mail by clicking ‘Send Mail’ button available in the
item ribbon.

o Delete: Manager can delete a Ticket by selecting it and clicking ‘Delete’ button.

2. My Overdue CRs
Manager can view all overdue CRs by clicking ‘My Overdue CRs’ as shown below:

B2 My Assigned Change Requests My Open Tasks My Pending Approvals All Overdue Tasks B2 All Unassigned Change Requests

@3 All Overdue Change Requests

My Assigned Change Requests
My Open CRs My Overdue CRs  All My CRs  Unassigned CRs
+Newl £ jtem Print (& List Print
D Relate: ke ype of Char Status

Change Request for sofware 7 Software Upgra... In Review 02-01-2023 James Restivo

3. AllMy CRs
Manager can view all assigned CRs by clicking ‘All My CRs’ as shown below:

B2 My Assigned Change Requests [ My Open Tasks My Pending Approvals All Overdue Tasks B2 All Unassigned Change Requests

B2 All Overdue Change Requests

My Assigned Change Requests

My Open CRs My Overdue CRs  All My CRs  Unassigned CRs

+New | & item Print g List Print
Change Request for Printer 5 1 In Progress 02-19-2023 James Restivo Goy
Change Request for sofware 7 Software Upgra... In Review 02-01-2023 James Restivo Goy

4. Unassigned CRs
Manager can view all unassigned CRs by clicking ‘Unassigned CRs’ as shown below:
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@2 My Assigned Change Requests My Open Tasks My Pending Approvals All Overdue Tasks B2 All Unassigned Change Requests

B2 All Overdue Change Requests

My Assigned Change Requests

My Open CRs My Overdue CRs  All My CRs  Unassigned CRs

+ New ‘ & Item Print (5 List Print
Title ID Related Ticke Type of Chan. Status Request Requester Ow
Change Request for Printer 5 1 In Progress 02-19-2023 James Restivo Goy
Change Request for sofware 7 Software Upgra... In Review 02-01-2023 James Restivo Goy

My Open Tasks
To see all open tasks, click ‘My Open Tasks’ view as shown below:

B2 My Assigned Change Requests My Open Tasks My Pending Approvals All Overdue Tasks B2 All Unassigned Change Requests

B2 All Overdue Change Requests

My Open Tasks

+New‘ = tem Print & List Print

Task Name Due Date Related Change Request
Printer Tasks 02-21-2023 5
ar If 02-23-2023 6
Keyboard change task 02-14-2023 [
Software task 02-11-2023 7
O Page 1 of 1 20 +  items per page 1-4
My Pending Approvals

1. My Open Tasks
To see all tasks which are pending for approval, click ‘My Open Tasks’ in ‘My Pending Approvals’.

B2 My Assigned Change Requests My Open Tasks My Pending Approvals All Overdue Tasks B3 All Unassigned Change Requests

@2 All Overdue Change Requests

My Pending Approvals

My Open Tasks My Tasks

S Item Print Sy List Print

Actions Title Due Date Approval Level Approval Decision Related C

2B Change Requests for ... Software Approval Change Requests for M...

o] Page 1  of1 20 ~ items per page 1-10of 1items

Manager can Approve, deny, or sent back the Ticket by clicking button available in edit form of Ticket as
shown below:
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Change Requests Approval Tasks - Change Requests for MS- Word -Software ...

Save X Cancel

@ Approve A Send Back

Approval Task

Title* Change Requests for MS- Word -Software Approval
Approval Level Software Approval

Assigned To Gopi Kanneboyena

Due Date month-day-year

Related Change Request Change Requests for MS- Word

Description

Comments

Save Cancel

2. My Tasks
To see all tasks with approval status, click ‘My Tasks’ in ‘My Pending Approvals’.
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B2 My Assigned Change Requests My Open Tasks My Pending Approvals B All Overdue Tasks B3 All Unassigned Change Requests

B2 All Overdue Change Requests

My Pending Approvals

My Open Tasks My Tasks

= Item Print S List Print

Actions Title Due Date Approval Level Approval Decision Related Change Requ
Z 1B Change Requests for ... Software Approval Change Requests for M...
Z D Change uest fors... fty App | App! d Change Request for sof...

All Overdue Tasks
To see all overdue tasks, click ‘All Overdue Tasks’ view.

B2 My Assigned Change Requests [ My Open Tasks My Pending Approvals All Overdue Tasks @2 All Unassigned Change Requests

B All Overdue Change Requests

All Overdue Tasks

+ New |
Task Name Due Date Assigned To Related Change Request
Software task 02-11-2023 Gopi Kanneboyena 7
(@] Page 1 of 1 20 +  items per page 1-10f1items

All Unassigned Change Requests
To see all unassigned change requests, click ‘All Unassigned Change Requests’ view.

B2 My Assigned Change Requests My Open Tasks My Pending Approvals All Overdue Tasks B2 All Unassigned Change Requests

B: All Overdue Change Requests

All Unassigned Change Requests

+ New | £, ltem Print ¢S List Print
Title D Related Ticke Type of Chan. Status Request Requeste: Approve
Software Upgrade 1 In Review 02-09-2023 Ryan Stefani
r Softwar 3 8 Software Upgrade In Review 02-17-2023

All Overdue Change Requests
To see all overdue change requests, click ‘All Overdue Change Requests’ view.
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B: My Assigned Change Requests My Open Tasks [} My Pending Approvals All Overdue Tasks @2 All Unassigned Change Requests

B2 All Overdue Change Requests

All Overdue Change Requests

+ New | (2 It=m Print (& List Print

Title Type of Chan. Status Request

Software Upgrade 1 In Review 02-09-2023 Ryan Stefani
Change Request for sofware 7 Software Upgrade In Review 02-01-2023 James Restivo

Employee Portal

The Employee Portal is your best way to create Tickets, Requests, or Work Orders, view Tickets,
Requests, or Work Orders and Search Knowledge Base articles. The Employee Portal home page is as
shown below:

Employee Portal

N To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process Monday, March 13, 2023 7:06 PM

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

Select from below to start the request process

o Policies

Calendar Reminder Email and Spam Hardware Request 7] IT staff will be off for the Thanksgiving h.

N
d'a ] Q Useful Links

Use the following links to quickly navigate to frequently used items

Internet Remote Access Software

e Q == Computer Software >

Virtual Private Network (VPN) >
T hanisns, Rauting

Computer Hardware 5
Hardware Printer >

Search Tickets
] 2

Enter text above to search items,

Submit Ticket, Request, or Work Order

From the Employee Portal you can create Tickets, Requests, or Work Orders using the ‘Submit New Ticket’
button on the home page.
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Employee Portal

N Te create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process Monday, March 13, 2023 7:07 PM

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

Submit New Ticket 5
Quick Tickets Notices
Select from below to start the request process =
° Policies
Calendar Reminder Email and Spam Hardware Request w IT staff will be off for the Thanksgiving h.
3. = -~
Useful Links
Use the following links to quickly navigate to frequently used items
Internet Remote Access Software
Q‘ [ | Computer Software
e ] L >
Virtual Private Network (VPN) »

Computer Hardware

Hardware Printer 3

Search Tickets
S Tt o 4

Enter text above to search items.

Tickets -New Item Form

After clicking ‘Submit New Ticket’, ‘Tickets-New Item’ form will open.

In this form we can give details about new Ticket.

Title: Title is used to identify the purpose of the new Ticket. It helps provide the context of the issue and
makes it easier for the user to understand.

Category: A category can be chosen from the drop down which will appropriately classify the issue in an
appropriate group. Based on the issue/problem user can choose a category. If no relevant category is
found, then we can choose ‘Other’ as the category.

Issue Type: For the category chosen there will be a list of relevant issue types. From the issue type drop
down choose an appropriate issue type that appropriately describes the issue.

Description: The issue should be described in detail in the description section. Any relevant information,
errors, screenshots, attachments etc. can be provided here. This description helps the team to properly
understand the issue and provide a resolution.
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Tickets - New Item

Save X Cancel [l Attach File

Requester Details

|

Requester* John Smith x

Requester Email John.smith@crowcanyon365.com

Requester Phone

Requester Department

Ticket Details

|

Title* | Email can't send and receive \
Priority Normal b
Category Email v
Issue Type Can't send/receive v

Can't connect to Email

Ticket Description

Description

(inherited font) v (inherited size) v B I u

b -]

v Olv | @ x| ¥ | B < Format v ¢ B B

facing issue in sending and receiving emails.

View My Tickets, Request, or Work Order

View My Tickets will display all the Tickets in the list as shown below.
By default, when invoked, this shows all the open Tickets that the logged in user has submitted.
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Employee Portal

To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process Monday

N

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

View My Tickets

My Open Tickets My Closed Tickets My Tickets

+ New

Calendar Can't book room 20 Calendar Can't book room

Email Outlook client 19 Email Outlook Client

Internet Proxy Issue 18 Internet Proxy Issue

SoftWare MS Office 17 Software MS Office

Remote Access VPN 16 Remote Access VPN -

Internet Proxy Issue 15 Internet Proxy Issue

Hardware Request Copier 14 Hardware Request Copier -

Email Public folder 13 Email Public Folders -

Calendar Meeting Setup 2 Calendar Meeting Setup -
K Page 1 of 1 20 v items per page 1-9of 9 items

There are 3 views.
1. My Open Tickets
2. My Closed Tickets
3. My Tickets
1. My Open Tickets

This view when clicked will show Tickets of logged-in user that are not yet closed and are still active.

Employee Portal

To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process Monday

N

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

View My Tickets

My Open Tickets My Closed Tickets My Tickets

+ New

Tit Ca i Category ue Type Nee

Calendar Can't book room 20 Calendar Can't book room

Email Outlook client 19 Email Outlook Client

Internet Proxy Issue 18 Internet Proxy Issue

SoftWare MS Office 17 Software S ice

Remote Access VPN 16 Remote Access VPN -

Internet Proxy Issue 15 Internet Proxy Issue

Hardware Request Copier 14 Hardware Request Copier -

Email Public folder 13 Email Public Folders -

Calendar Meeting Setup 12 Calendar Meeting Setup =
C Page 1 of 1 20 ~ items per page 1-9 of 9 items

2. My Closed Tickets
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This view when clicked will show Tickets of logged-in user that are closed and are not active.

Employee Portal

N

Home Submit New Ticket View My Tickets

View My Tickets

My Open Tickets My Closed Tickets My Tickets

+ New

Network Logon Problem

Email Virus

Page 1  of1

3. My Tickets

1

10 Email

20 v items per page

Knowledge Base Service Catalog Dashboard

To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process

Logon Problem

Virus

Monday,

03-13-2023 06:48 AM

03-13-2023 06:47 AM

1-2of 2 items

This view when clicked will show all the Tickets of logged-in user irrespective of the ‘Request Status’.

Employee Portal

N

My Open Tickets My Closed Tickets My Tickets

+ New

Email Virus

Network Logon
Problem

Setup
Email Public folder

Hardware Request
Copier

Internet Proxy

Issue

Remote Access
VPN

SoftWare MS
Office

Internet Proxy
Issue

Email Outlook
client

Calendar Can't

book room

12

Virus

Logon Problem

Meeting Setup

Public Folders

Outlook Client

Can't book room

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

John Smith

To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

Closed

Closed

Unassigned

Unassigned

Assigned

Unassigned

Unassigned

Assigned

Unassigned

Unassigned

Unassigned

John Smith

John Smith

James Restivo

James Restivo

Note: Your administrators may change the views here. If they are different than what is present in this
documentation, please contact your administrator for a description of the views.

= Crow Canyon Software



Knowledge Base

You can search a repository of articles specific to your organization by clicking the Knowledge Base link, and
then entering your search term in the provided search box.

Employee Portal

To creste and track Tickets or find knowledge base artice - the Helpdek is here to helo, Select from below to start the request process

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

Knowledge Base .
Frequently Used Articles
Can't col ct to Email Print r king
Top Rated Articles
Articles by Category
Email (1) Hardware Problem (2) Printing (1)

an't connect to Ema Issue with Zoom/Teams IP Phe t working

Frequently Used Articles: This section is for the ease of the user. Here one can see the frequently accessed
articles. Users can click on the articles and read more about the topic.

Articles by Category: This section will show articles grouped by the category. As shown in the screenshot,
there are 2 categories — Internet and Printing. Users can click on the category to see all the knowledge base
articles related to that category. To further read an article in detail, the user can click on it.

Service Catalog

Service catalog provides links to common services within the organization.

Employee Portal

To create and track Tickets or find knowledge base article - the Helpdek is here to help, Select from below to start the request process

N

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

Service Catalag

—
Common Services

=, Find People

Catalogs
8) Account & ID Management Service...

Dashboard

On the Dashboard users can search for Tickets and see their Ticket metrics in the graphical form. These
reports help the user to identify the category in which a higher number of issues are being reported.
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Search Tickets: User can search for the Tickets by putting the search text in the search box. It will list down all
the related Tickets as per the search text.

Ticket by Status: This section will graphically depict the Tickets categorized by status in a pie-chart.
Ticket by Category: This section will graphically depict the Tickets grouped by category as a bar graph.
Employee Portal

N To create and track Tickets or find knowledge base article - the Helpdek is here to help. Select from below to start the request process 1

Home Submit New Ticket View My Tickets Knowledge Base Service Catalog Dashboard

-Dashbcard
Search Tickets
ent i ) :
) ltem Print &S List Print @ Export to Excel
| | Assigned Staff
Email Virus 10 Virus John Smith Closed John Smith No

1 v

Tickets by Status Tickets by Category

PREma Y ©™ PEme Y ™

Tickets by Status Tickets by Category

z

o . : . : .
Q 4 4 T, %, % %,
sﬁ?{; " %"e. P, %ap %% 4’%

s@% “,

Assigned = Closed == Unassigned Category

On The Home tab we have 3 sections
1. Quick Tickets
2.  Notices
3. Useful Links

Quick Tickets

Quick Tickets provides a quick way to create Tickets with the specified Category and/or Issue Type. These
may also be links out to other forms, resources, or web pages.
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Quick Tickets
Click the tile to Select from below to start the request process
create Ticket with
required category

Calendar Reminder Email and Spam
u'
Internet Remote Access

e X

Hardware Request

-

Software

For example, click on ‘Calendar Reminder’ tile in Quick Tickets and you can see that the Category and Issue

Type gets populated automatically in the submit form.
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Tickets - New Iltem

save X Cancel [ Attach File

Requester Details

I

Requester® James Restivo x

Requester Email | james.restivo@crowcanyon.com \

Requester Phone | ‘

Requester Department ! ‘

Ticket Details

|

Title* | Calendar Reminder ‘
Priority Normal v
Category Calendar v
Issue Type Reminders

Ticket Description -~

Description

(inherited font) w (inherited size) v B I u abs
E E E E == | E | E @ ¢ @ D
Ay Olv B | x| x | B | < | Format v & B @
Notices

Notices can be advisories and important information that needs to be shown to end users.

N

o Policies

T IT staff will be off for the Thanksgiving h...
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Useful Links

Useful Links are typically links connecting you to commonly used resources for your organization.

Useful Links

Use the following links to quickly navigate to frequently used items

Computer Software S

Types of software, Domain of use

Virtual Private Network (VPN) >

Type, Security mechanisms, Routing

Computer Hardware >

Types, Architecture

Hardware Printer S
Technology, Types
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