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	End User Guide for the NITRO Engage App

Applies To: SharePoint Online
Description: 

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.
Implementation Steps for NITRO Engage

[bookmark: _Int_I481nd9V]For installation of NITRO Engage App in MS teams refer article  https://www.crowcanyon.help/article/673/ 
1. To open “NITRO Engage” App follow below steps
Open MS Teams -> Click NITRO Engage
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2. A chat window will open as shown below:
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3. Type “Commands” in chat box and press Enter. This will show all the applications and the commands related to those applications available on NITRO Engage app:
[image: ]
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4. Taking an example of “IT Professional” application, clicking on the arrow besides the application name will show all the commands available for that application.
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5. From the command list so obtained, user can click the command as required

1) To submit a Ticket, user can click “Submit IT Help Desk Ticket” command.
This will open a “New IT Ticket” form as shown below. User can then enter the required details and click submit. This will create the ticket. 
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a) A successful message will be shown along with Ticket details. Also, user can view the ticket details in browser by clicking on the link highlighted below
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Clicking the link will open the window in the browser showing Ticket details. 
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2) Tickets created by the user and in open status can be viewed by clicking “View My Open Tickets” in Commands as shown below:	Comment by James Restivo: For the names of these commands, it will be better to show them in the screenshots and in the documentation as closer to the actual name the user will see. We have to specify "IT Professional" in our demo environment because we have many demo sites. But general users of the NITRO Engage App won't have this issue. The screenshots and documentation should reflect as such.
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a) It will list down all the open Tickets for the user:
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b) Clicking on a Ticket will show the Ticket Details as below:
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c) User can add comments in “Work Log” by clicking “Add Note” as shown below:
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d) User can also close the Ticket by clicking “Close Ticket” as shown below:
[image: Graphical user interface, application, Teams

Description automatically generated]

e) A successful message will appear along with “Closed” Ticket details as shown below:
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3) [bookmark: _Int_U03FDGC4]To Search a Ticket user can click “Search IT Tickets” link in “Commands”.

a) It will show a message as shown below:
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b) Enter search text in chat box and click Enter. It will show all the Matching Tickets.

4) [bookmark: _Int_Uf8RSy0b]To search KB Article, click “Search KB Article” link in “Commands”.

a) [bookmark: _Int_ycpVl9aR]It will ask for “Please Enter Search Text”. User can enter the text to search KB Article. This will show all the related KB Articles. User can then take action as required:
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b) [bookmark: _Int_8JM1vUlN]To narrow down search results, user can click “Show Related articles”. This will ask the user to select a “Category for your problem” as shown below:
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c) [bookmark: _Int_HtiLYX1O]User can select a “Category”. For Example: clicking “Internet” will further ask for “Issue Type” as shown below:
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d) [bookmark: _Int_Aq2wAX0v]User can select an “Issue Type”. For Example: Clicking “proxy issue’ will show related articles as shown below:
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[bookmark: _Int_b9EUiwhi]User can select “Submit a Ticket”, “My problem is resolved” and “Start Over” option according to their choice.
5) [bookmark: _Int_cQImdSD9][bookmark: _Int_kw8KjSZE]User can view “Assigned Tickets” by clicking “View My All Assigned Ticket” link in “Commands”. It will show all the Tickets that are assigned to the user.
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a) User can click on Ticket to view details. User can also perform actions of their choice on the Ticket as shown below:
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b) User can add comments in “Work Log” by clicking “Add Note” as shown below:
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c) User can Reassign Ticket to someone else by clicking “Reassign” option in Ticket as shown below:
[image: Graphical user interface, text, application, Teams

Description automatically generated]
d) User can resolve the Ticket by clicking “Resolve Ticket” as shown below:
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6. User can view all unassigned Tickets by clicking “View All Unassigned Tickets” command. It will show all unassigned Tickets as shown below:
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a) User can click on any Ticket to view details of selected Ticket. Also, user can perform actions provided in that Ticket according to their choice.
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b) To pick up a Ticket user can perform “Pick up” action. It will show a “Work Log” box where user can enter comments.
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c) To Assign the Ticket to a staff member, user can perform “Assign” action. It will appear as below. User can choose a staff member from the drop down and add comments in the work log.
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7. User can view all overdue Tickets by clicking “Show All Overdue Ticket” command. It will show all overdue Tickets as below:
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a) User can click on any Ticket to view details of selected Ticket. Also, user can perform actions provided in that Ticket according to their choice.

[image: Graphical user interface, text, application

Description automatically generated]





	[image: Logo

Description automatically generated]
[image: Logo

Description automatically generated]
image1.png
= Cow Camyol Scitiware




image2.png
Microsoft Teams Q_ Search

£ /i NITRO Engage Chat About

Activity wiaesoer

000

[w)] Printer is not working - [Caseld: 253]

John Smith

.
. Low | Assigned |
Calls
Category:  Printing
B Issue Type:
(s Requester: John Smith
. @ Click here to view request in browser
NITRO Eng...

Add Note H Reassign H Resolve Ticket





image3.png
Activity

Chat

000
((u))

Teams

Calendar

¢

Calls

D

Files

NITRO Eng.

oo
oo

Apps

Help

Microsoft Teams

NITRO Engage Chat

About

Q_ Search

Printer is not working - [Caseld: 253]

John Smith

Low | Assigned |

Category:  Printing
Issue Type:
Requester: John Smith

Click here to view request in browser

Add Note H Reassign H Resolve Ticket

Commands

v IT Professional Demo

v Project Management

' Purchase Requests

Vv Request Management

Show more commands

Y OBBE > R G685 -

2




image4.png
r @@ B R ¢ OB -

2




image5.png
/A NITRO Engage

Chat About

Commands
voT
A IT Professional
1. Submit IT Help Desk Ticket
2. View My Open Tickets
3. Search IT Tickets
4. Search KB Article

5. View My All Assigned Ticket

Show more commands

Commands

A IT Professional
1. View All Unassigned Ticket
2. Show All Overdue Ticket

3. Show My All Overdue Ticket

Type a new message

Q@ B> R 6 OB

2




image6.png
/A NITRO Engage

Chat About

Commands
vt
A IT Professional
1. Submit IT Help Desk Ticket

2. View My Open Tickets

3. Search IT Tickets l

Commands for 'IT
Professional' application

J

4. Search KB Article

5. View My All Assigned Ticket

Show more commands

Commands

A IT Professional
1. View All Unassigned Ticket
2. Show All Overdue Ticket

3. Show My All Overdue Ticket

Type a new message

Q@ B> R 6 OB

2




image7.png
o5t @

¢ veEe @&

NITRO Engage 18:11

New IT Ticket

We suggest that you check KB first. If you still want to submit a
ticket, please briefly describe your issue

Title

Enter Title

Description

Priority

Select an option v

Category

Select an option v

Type a new message

r @@ E DB QR 68 B

2




image8.png
08:14
command: Submit IT Help Desk Ticket

NITRO Engage 08:14 Edited
o5t @

Ticket created successfully

@ Your response was sent to the app X

Email Spam - [Caseld: 317]

submitted by:

John Smith

High | Unassigned |

Priority: High
Category:

Issue Type:

Assigned Staff:

Click here to view request in browser

Click this link to view Ticket in browserj

Type a new message

Q@ B> R 6 OB

2
\




image9.png
IT Help Desk 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

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

@ S Edit il Delete X Close & Version History

<[> Assign Ticket

Ticket Details

l

Case Id 317
Title* Email Spam
Requester* John Smith

Requester Email John.smith@crowcanyon365.com

Category

Issue Type

Ticket Description A

Description

Work Log

Created at 05-29-2023 07:45 PM by [| John Smith
Last modified at 05-29-2023 07:45 PM by [ SharePoint App




image10.png
Commands
voIT
A IT Professional

1. Submit IT Help Desk Ticket

_—C Click this link to view open Tickets j

3. Search IT Tickets

4. Search KB Article

5. View My All Assigned Ticket

Show more commands

Type a new message

Q@ B> R 6 OB

2




image11.png
08:21
command: View My Open Tickets

‘ NITRO Engage 08:21
=]

My Open Tickets

Click Ticket link to view the Ticket

Type a new message

Q@ B> R 6 OB

2
\




image12.png
NITRO Engage 18:37

254 - Email Spam

submitted by:

John Smith

High | Unassigned |

Category: Email
Issue Type:

Assigned Staff:
Click to view request
in browser lick here to view request in browser
Add Note Close Ticket

Type a new message

P @@ B> R oo B

¢ve@

9




image13.png
‘ NITRO Engage 18:37

254 - Email Spam

submitted by:

John Smith

High | Unassigned |

Category: Email
Issue Type:
Assigned Staff:

Click here to view request in browser

Add Note ’ ‘ Close Ticket

Work Log *

Add Comment

Type a new message

r @@ E DB QR 68 B

2




image14.png
254 - Email Spam

submitted by:

John Smith

High | Unassigned |

Category: Email
Issue Type:
Assigned Staff:

Click here to view request in browser

Add Note ’ ‘ Close Ticket

Work Log *

l Add Work Log j

Type a new message

r @@ E DB QR 68 B

2




image15.png
Edited

Ticket closed successfully

@ Your response was sent to the app

Email Spam - [Caseld: 254]

Closed: Email Spam -
[Caseld: 254]

High | Closed |

Category: Email
Issue Type:
Assigned Staff:

Click here to participate in the survey

Type a new message

r @@ E DB QR 68 B

2




image16.png
08:30
command: Search IT Tickets

NITRO Engage 08:30
=2@  Enter search text

Type a new message

Q@ B> R 6 OB

2
\




image17.png
NITRO Engage 19:07
=0 Please enter search text

19:08
Hardware Problem

‘ NITRO Engage 19:08
=@

Knowledge Base Articles

Click to view the
Article

Please check the articles listed above and then select an option:

My problem is resolved ‘ ‘ Enter more detail ‘

Show related articles ‘ ‘ Submit a Ticket ‘ ' Perform Required action

Start Over

Type a new message

@@ B> R ¢ 8 - sy B





image18.png
Please check the articles listed above and then select an option:

‘ My problem is resolved ’ ‘ Enter more detail ’

‘ Show related articles ’ ‘ Submit a Ticket ’

Start Over

08:33
Show related articles

‘ NITRO Engage 08:33
o5t @

‘ calendar H email H hardware request ’

‘ hardware problem H internet ’

Card 1 out of 3

Type a new message

r @O > QR ¢ Q6 -

2
\




image19.png
Yesterday 19:15
Show related articles

‘ NITRO Engage VYesterday 19:15
o5t @

Please select a category for your problem:

‘ calendar H email H hardware request ’

‘ hardware problem H internet ’ .

Yesterday 19:18
internet

‘ NITRO Engage VYesterday 19:18
o5t @

‘ browser ’ ‘ internal web site ’
‘ external web site ’ ‘ modify web site ’

proxy issue





image20.png
NITRO Engage Yesterday 19:20

| found these frequently used articles:

Please check the articles listed above and then select an option:

My problem is resolved ‘ ‘ Submit a Ticket

Start Over

 © @B >R ¢ o6

Yesterday 19:20
proxy issue

2]
\Y




image21.png
08:35
command: View My All Assigned Ticket

‘ NITRO Engage 08:35
o5t @

My Assigned Tickets

Hardware
E Rl gned ‘-C Click to view Ticket details |

Type a new message

Q@ B> R 6 OB

2
\




image22.png
My Assigned Tickets

Hardware
E Normal | Assigned |

@ Your response was sent to the app X

Hardware - [Caseld: 310]

John Smith

Normal | Assigned |

Category:
Issue Type:
Requester: John Smith

Click here to view request in browser

Add Note ’ ‘ Reassign ’ ‘ Resolve Ticket —‘ User can perform these actions on Ticket l

Type a new message

Q@ B> R 6 OB

2




image23.png
Hardware - [Caseld: 310]

John Smith

Normal | Assigned |

Category:
Issue Type:
Requester: John Smith

Click here to view request in browser

Add Note H Reassign H Resolve Ticket

Work Log *

Add Comment

Type a new message

Q@ B> R 6 OB

2




image24.png
John Smith

Normal | Assigned |

Category:
Issue Type:
Requester: John Smith

Click here to view request in browser

Add Note ’ ‘ Reassign ’ ‘ Resolve Ticket
\CCIick this link to Reassign Tick@
Assigned Staff *
Select an option v
Work Log *

Reassign Ticket

Type a new message

Q@ B> R 6 OB




image25.png
Hardware - [Caseld: 310]

John Smith

Normal | Assigned |

Category:
Issue Type:
Requester: John Smith

Click here to view request in browser

Add Note H Reassign H Resolve Ticket

Click this link to Resolve the
Ticket

Work Log *

Type a new message

Q@ B> R 6 OB




image26.png
08:47
command: View All Unassigned Ticket

K NN

‘ NITRO Engage 08:47
=20

All Unassigned Tickets

Type a new message

Q@ B> R 6 OB

2
\




image27.png
Calendar delegation - [Caseld: 316]

Admin Account

Normal | Unassigned |

Category: Calendar
Issue Type: Calendar Delegation
Assigned Staff:

Click here to view request in browser

Pick up H Assign ’

Type a new message

Q@ B> R 6 OB




image28.png
Calendar delegation - [Caseld: 316]

Admin Account

Normal | Unassigned |

Category: Calendar
Issue Type: Calendar Delegation
Assigned Staff:

Click here to view request in browser

Pick up H Assign ’

Work Log

Type a new message

Q@ B> R 6 OB




image29.png
Calendar delegation - [Caseld: 316]

Admin Account

Normal | Unassigned |

Category: Calendar
Issue Type: Calendar Delegation
Assigned Staff:

Click here to view request in browser

Pick up H Assign K

Please fill required columns(*)

Assigned Staff *
Select an option v

Work Log

Type a new message

Q@ B> R 6 OB




image30.png
08:49
command: Show All Overdue Ticket

¢ V0WEe &

‘ NITRO Engage 08:49
=]

All Overdue Tickets

Type a new message

Q@ B> R 6 OB

2
\




image31.png
Email Proxy Problem - [Caseld: 38]

James Restivo
Low | Resolved | 12/20/2021 12:00:14 PM

Category: Email
Issue Type: Outlook Web Access
Requester: Admin Account

Click here to view request in browser

Add Note H Reassign H Resolve Ticket

"Gerform required action on Ticket l

Type a new message

b © @ B B R &0 B

2




image32.png
= Crow Canyon Software




