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Chapter 1. Overview of the helpdesk

The AssetCenter helpdesk is designed for technical support teams that are sufficiently well-structured to able to
benefit from a program that formally organizes the problem-solving cycle.

To make the most efficient use of your helpdesk, AssetCenter organizes the work of the technical support team,
from answering help requests to the final resolution of problems, following the process in detail.

If your helpdesk team has few members or isloosely structured, you may be able to use the "Work order records".
(See chapter 8 "Managing work orders' of the AssetCenter "Asset Management” guide.)

Thefirst steps

In order to implement the helpdesk using AssetCenter, you must make a preliminary study of your
organi zation: analyze the support teams and their competence, how helpdesk questions are processed, etc.
After completing this study, you can define various items that form the basic structure of your hel pdesk:
helpdesk groups, escalation schemes, etc. By defining these items in AssetCenter, you set up automatic
procedures (automatically assigning escalation schemes to open hel pdesk tickets, triggering actions when
helpdesk tickets are opened, assigning maximum resolution dates, etc.).

General structure of the helpdesk

Thefollowing diagram shows afew of the automated procedures that form the structure of the AssetCenter
hel pdesk:

Figure 1.1. Simplified structure of the helpdesk

Helpdesk ticket

Location
.t Problem type
» Contact
Asset
Alarms monitored by +

AssetCenter Server

When a helpdesk ticket is opened:
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1. Itisassigned to ahelpdesk group and to a particular member of that group. AssetCenter automatically
proposes a member of the helpdesk group according to the location of the asset with a problem and
thetype of problem. When Oraclefor WorkGroupsis used asthe DBMS, the automatic group-selection
procedure goes astep further: Any contracts relating to the hel pdesk groups are taking into consideration
before assigning a ticket to a particular group.

2. Toautomatically assign an escal ation scheme to the hel pdesk ticket, AssetCenter uses an intermediate
concept called "severity". AssetCenter automatically assigns a severity level to the ticket, according
to the type of problem, the person and the asset concerned by the ticket, and the asset location.

3. After establishing the severity, AssetCenter can finally determine the escalation scheme for the ticket,
which depends not only on the severity, but on the asset location as well.

4. The escalation scheme defines the actions to trigger, depending on the progression of the helpdesk
ticket's processing:

e Certain actions are defined in the alarms monitored by AssetCenter Server. These alarms measure
the progress on the helpdesk ticket over time.

« Other actions are triggered when someone changes the assignment or the status of the ticket (ticket
open, waiting for assignment, closed, etc.).

Thisisavery general overview of helpdesk management using AssetCenter. Look through the rest of this
manual for further information.

Examples of helpdesk management

This section usesreal-life examplesto hel p you understand how to divide the support tasks among different
members of the helpdesk team. The way in which you divide up tasks depends on the size of your team
and how it is structured.

Thedivision you choose will beformalized using the user profile that an AssetCenter administrator assigns
to the playersin the helpdesk team.

Playersin the helpdesk team

Operator: employee whose major task isto record help requests. The level of technical competence of
this person depends on how your organization is structured.

Person responsiblefor ticket (Ticket supervisor or assignee): technically competent individual. This person
may answer theinitial call, or may beinvolved in adeferred reply. They mainly work on helpdesk tickets.
Helpdesk group: group of technicianswith similar areas of competence for a given group of locations and
possibly involved in a given contract.

Helpdesk group supervisor: person who manages a group of helpdesk technicians. This person may be
involved in theinitial call or only in adeferred reply. The supervisor's main function isto oversee the
activities of the helpdesk employees.

Helpdesk administrator: person who supervises all activity relating to the helpdesk.
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Tasksto be performed

Recording the problems encountered.

Assigning the tickets.

Solving the problems and managing the hel pdesk tickets.
Supervising the activities.

Consulting messages and news items.

M atching player swith tasksto be performed

The structure of your team and the capabilities of the individuals will determine how your players divide
up the work.

Operators

In all cases: They record requests.

If they aretechnically competent: They provide first-level technical support. They create tickets that
are closed immediately if the problem has been solved and open tickets if the problem must be solved
later.

If they are not technically competent they systematically create helpdesk tickets.

If they are also ticket supervisors, they can access the helpdesk ticket details for their group.

Ticket supervisors

If the team is not highly structured: They record help requests from the beginning, like operators.

If the team is more structured: They never create tickets during calls. Instead they start the work on
tickets that have been assigned to them by the group supervisor, the helpdesk administrator, or by
themselves by working on tickets assigned to their group.

In all cases: Helpdesk ticket supervisors mainly work on helpdesk tickets that have been assigned to
them.

Helpdesk administrator
Their role isto define helpdesk groups, severities, schedules, escalation schemes, ticket features, problem
types and the structure of the decision tree.

In some cases, the hel pdesk administrator assignstickets created by the operatorsto the competent hel pdesk
ticket supervisors.
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Stepsin implementing the helpdesk

In order to implement the helpdesk under optimal conditions, we recommend following the steps detailed
below:

4 AssetCenter 3.60 sp2 - Helpdesk Management



Table 1.1. Stepsin implementing the helpdesk

ith:

The categories of assets and products ¢
to be supported. .
Calendars of business days. .
The locations to be supported. .

The assets to be closely monitored. ¢

The user profiles adapted to the needs ¢
of your helpdesk team. .

The helpdesk team playersin the dir- ¢
ectory of departmentsand employees. «

Contracts .
Theusersto be given priority support. ¢
The helpdesk groups corresponding to

the areas of expertise of your helpdesk «
team. .
The features of tickets. .
The severities .
The knowledge base .
The decision tree

The problem types .
Actions .
The escalation schemes .

Problem types
Severities
Escalation schemes
L ocations
Helpdesk groups
Escalation schemes
Severities
Severities
Employees
Helpdesk team players
Helpdesk groups
Helpdesk tickets

Alarms defined at escalation
scheme level

Helpdesk groups
Severities

Problem types
Escalation schemes
Helpdesk tickets
News

Helpdesk tickets

Problem types
Escalation schemes
Helpdesk tickets

Decision tree

Helpdesk tickets
Decision tree
Knowledge base

Escalation schemes
Helpdesk tickets

cf. Tables to take into consideration
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Note

In order to select the appropriate rights, consider those concerning: tickets, work orders, hel pdesk groups,
problem types, standard solutions, ticket histories, news, the knowledge base, the decision tree, severities,
calendars, escalation schemes and messages.

Also remember to configure and execute the AssetCenter Server and to configure the messaging system.
Both these tasks are necessary in order for your helpdesk to run properly. (To configure the AssetCenter
Server, refer to the "Managing deadlines with AssetCenter Server” chapter in the "Reference Guide:
Administration and advanced use". To configure the messaging system, refer to the "Managing messages"
chapter in "Reference Guide: Administration and advanced use".)

For further, detailed information on how to customize the hel pdesk, we recommend that you read the
AssetCenter "Reference Guide: Administration and advanced use”, chapter ".ini files".

M enus concer ning the helpdesk

The following AssetCenter menus concern the hel pdesk:
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Table 1.2. Menus concer ning the helpdesk
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Menu __________________________[rableor function towhich it gives access

Helpdesk/ Work orders

Helpdesk/ Decision tree

Helpdesk/ K nowledge base

Tools/ Calendars

Helpdesk/ Tickets
Helpdesk/ Severities
Repository/ Groups
Tools/ News

Helpdesk/ Answer call

Helpdesk/ Escalation schemes
Helpdesk/ Statistics
Helpdesk/ Control panel
Helpdesk/ Problem types

Toolg/ Options, Helpdesk node
Tools/ Customize toolbar, Helpdesk category

Repository/ Departments and employees, Profile tab
Tools/ Messages

Opensthe Work orderstable, which listswork order slips
and their details. Y ou can manage these work order dlips
from thistable.

Opens the Decision tree, which organizes questions,
possible answers and corresponding solutionsto previous
problems.

Opens the Knowledge base, which is a group of files
describing problems and their solutions.

Opens the calendars of business days, which are used to
calculate deadlines to meet when processing hel pdesk
tickets.

Opens the Helpdesk tickets table, which lists hel pdesk
tickets and lets you manage them.

Opens the table of severities, which you can manage by
assigning each one alevel.

Opensthe Helpdesk groupstable, which lists the hel pdesk
technicians the groups to which they belong.

Opens the News table, which lets you view and manage
the news items distributed to helpdesk groups.

Opens the answer call tool, which allows a member of
the helpdesk to take acall and start or add information to
a helpdesk ticket.

Opens the Escalation schemes tables, which helps you
process hel pdesk tickets.

Opensthe Statistics table, which liststhe statistics pertain-
ing to each helpdesk group, technician or problem type.
Opensthe Control panel, lists the hel pdesk tickets whose
statusis neither Closed nor Closed and verified.

Opens the Problem types table, which lets you manage
and define problems types.

Opens the Helpdesk options, which you can configure.
Opensthe Customizetool bar screen, where you can select
options relating to the toorbar.

Liststhe user profiles of helpdesk team players.
Consultation of messages automatically sent by AssetCen-
ter Server according to the rules defined by the escalation
schemes (internal messages only).
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vMenu ___________________________[rableor function towhich it gives access

Tools/ Actions

Tools/ Administration/ User profiles

Tools/ Administration/ User rights (cf. Tablesto take
into consideration)

Tools Administration/ Accessrestrictions
Tools/ Display news marquee

Note

Actions to be triggered automatically by AssetCenter
Server according to the rules defined by the escalation
schemes.

Actions triggered on request and that enable to you
execute or access external applications.

Opens atable that liststhe user profilesto attribute to the
members of the helpdesk team.

Opens atable that lists the user rights of members of the
helpdesk team.

Access restrictions of the members of the helpdesk team.
Activates the news marquee.

The tables to be considered when defining the user rights for support team members are;

e Decisiontree

e Knowledge base

e Calendar of working periods
» Features of helpdesk tickets
e Helpdesk tickets

o Severity
» Helpdesk groups
e History

e Ticket history

»  Work orders

e Group/employee link

» Current news items/Hel pdesk group link
e Current newsitems

e Priorities

» [Escaation scheme

e Problemtype

e Feature values of tickets

Takethefollowing tablesinto consideration aswell: departments and employees, assets, products, categories,

locations, messages, contracts.
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Sample call scenarios

Overview

This section shows you how the answer-call tool works viathree practical examples. These examples
illustrate the types of situations with which you may be confronted when answering calls:

* Theproblem is solved during the initial call.
e The problem has already been reported. (A helpdesk ticket has already been created.)
» The problem cannot be solved immediately: An open ticket is created.

We suggest you follow each scenario step-by-step and execute the operationsin the demonstration database
provided with AssetCenter.

In order to explore these examples under optimal conditions, we recommend connecting to the demonstration
database as the AssetCenter administrator.
Scenario 1. Problem solved during theinitial call.

Step 1: You receiveacall from a user.
Display the answer call tool using the Helpdesk/ Answer call menu or by pressing F2.

Step 2: You take the details of the user.
Fill in the answer call window using the following information:

Figure 1.2. Answer call screen

(3 Answer call: Help desk ticket #TICK35

Ti 1CK35 00:01:03

Persan responsible for ticket: Vernon, Lare

[ dl=ls] |Resolution
— P
New problem S|
oo
£ Tree e | ets |
Resolution Short desc. ™ Details
I Rejecter d
N T |
+ [Clech, Richard * QJEIﬂ Save
otes: [ETB1 1225502 al [T seex
%] swecal | Bl ok | B posees | B mion | Conedl

Step 3: Look for a solution to the problem.

To do this, click the Description field, enter some information, then use the right portion of the screen,
labeled Resolution:

1. Ask the user the question in the Questions frame.
2. Select aresponse and click s,
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3. Predefined solutionsto the problem appear in the Solutions frame. Examine these solutions by selecting
the Details box.

Step 4: End thecall.

If a standard solution exists
Select this solution and then click the ===1 button.

A Closed ticket is automatically created with the information you enter. To view it, display the table of
helpdesk tickets via the Helpdesk/ Tickets menu item, and select the ticket.

Use the ticket number appearing in the title bar of the answer call window to find the ticket in its table.

If no standard solution exists
Describe the problem and its solution in the Description frame in the left-hand window and click

E Close the ticket |

A Closed ticket is automatically created with the information you enter.

Scenario 2: Problem already saved as a helpdesk ticket.

Step 1: You receiveacall from a user.
Display the answer call tool using the Helpdesk/ Answer call menu or by pressing F2.

Step 2: You savethe call.
Fill in the answer call window, using the following information:

Figure 1.3. Answer call screen

(3 Answer call: Help dosk ticket #TICK4
Ticket TICK4 00:0052 7 | Person responsible for ticket Vernon, Larry
Callr: a|=|=| | Description of ticket
Ticket[TICK4 [PC - won' statt up) T8M PC | QS]]
Complete aticket 1/ |111/26/197 17.0930 Ler
Asset [JEM P Pentim 90 (CPUT4) Q=[] [[is thete anytext showing an the

aaaaaaaaaaa

Escalalors[Standerd derau (1) al=[=|
artact [Clech, Ficherd ™ e
B9) 454 1231

ave call |Et\gxelhenckell ] Froceed | Y Filo | Cancel

Step 3: You fill in theinformation on the selected ticket.
Y ou may modify all the information in the frame on the left, entitled Complete a ticket.
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Step 4: You end the call.

If the problem still is not solved
Click the @ ===| button.
The ticket is modified according to what you entered in the left-hand box.

If the problem is solved

Click the 8] Besethetetet | b o,
Theticket ismodified according to what you entered in the left-hand box. Theticket statusis set to Closed.

If you need to access a ticket detail

Theticket ismodified according to what you entered in the left-hand box and you may continue to modify
it.
Scenario 3: Problem that must be resolved later.

Step 1: You receiveacall from a user.
Display the answer call tool using the Helpdesk/ Answer call menu or by pressing F2.

Step 2: You savethe call.
Fill in the answer call window, using the following information:

Figure 1.4. Answer call screen

(3 Answer call: Help desk ticket #TICK37
Ticket TICK37 oo0lEEHERE erson r
Callr[Chavez, Phip T HE

Asset enlet 551 N laser 24PPM (PRNZT) | Q| =]

EE

IEEENs
EEE

Step 3: You look for a solution to the problem.
Read the Questions section to examine the problem with the user.
Read the Description section to see if a standard solution already exists.
In this example, let's imagine that the problem cannot be solved during the call.
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Step 4: You create a helpdesk ticket to store the problem.

Step 5:

Click the [& === | button.

AssetCenter creates a ticket with status Assigned or Awaiting assignment. In the latter case, the group
supervisor associated with the problem type will receive a message indicating that a new ticket has been
assigned to their group. The group supervisor can assign the ticket to aticket supervisor if they want (from
the Control panel, displayed by the Helpdesk/ Control panel menu item). A group supervisor may also
self-assign the task to using the Helpdesk/ Control panel menu item.

Use the ticket number appearing in thetitle bar of the answer call window to find the ticket created at the
end of the call.

M anage the existing helpdesk ticket.
There are several waysto display thelist of helpdesk tickets currently being processed:

» Helpdesk/ Tickets menu
This menu displaysthe list of all helpdesk tickets.

Thefiltersin the Hel pdesk tickets specific menu let you select the tickets according to the criteriayou
define.

* Helpdesk/ Control panel menu
Thismenu displaysthe list of helpdesk tickets whose status is neither Closed nor Closed and verified.

The Control pand changes depending on the person who displaysit: the Hel pdesk administrator, Group
supervisor or smply aMember of a helpdesk group.

The = button displays the list of helpdesk tickets assigned to atechnician or agroup selected in the
Control panel.

Creating awork order record within a helpdesk ticket

To create awork order record within a helpdesk ticket, first display the ticket detail, then click the Work
orderstab and use the = button to add work orders attached to the helpdesk ticket.

Closing a ticket

ahistory line in the Activity tab, modifies the Description field (SQL name: Description) in the General
tab, adjusts the date of closure in the Closure tab and modifies the Satus (SQL name: seStatus) of the
ticket. Y ou may also make another step by assigning the value Closed and verified to the Satus field when
you have verified the ticket with the user.
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Chapter 2. Key conceptsused in the
helpdesk

This section explains the key concepts of helpdesk management. These concepts are grouped into four categories:
Items that help you to manage the problem solving cycle. These elements enable you to record problems and track
their resolution:

e Helpdesk tickets

»  Work orders

* Newsitems

» The knowledge base

e Thedecisiontree

Items that help you to structure the management of the helpdesk. These items are defined when you set up your
AssetCenter helpdesk, and they follow the evolution of the helpdesk group.

» Helpdesk groups

* Problem types

*  Severities

* Business-day calendars

» Escalation schemes

Atool to help record problems:

* Theanswer call tool

Main rolesin the helpdesk team:

e Helpdesk administrator

» Helpdesk group supervisor

» Ticket supervisor

Definition of a helpdesk ticket

A helpdesk ticket enables you to describe a problem and track its resolution.

Y ou can create aticket from the Helpdesk/ Tickets menu item or by using the answer call tool (Helpdesk/
Answer call), which guides you through creating aticket rapidly.
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When you use the answer call tool to create a helpdesk ticket, there are two possihilities:

» Theproblemissolved duringthecall: A helpdesk ticket iscreated with the Closed status. It only serves
to record the call.

» The problem requires a deferred solution: A helpdesk ticket is created to keep track of the problem
and manage itsresolution. Theticket isassigned to a helpdesk group and/or to aticket supervisor, who
will find the helpdesk ticket in the list of tickets assigned to them.

Definition of awork order

A work order isan operation carried out on an asset to solve aproblem. Thismay bearepair, user assistance,
installation, move, etc.

Work orders are described hierarchically (as atree of work orders or sub-tasks). Y ou can assign as many
sub-tasks to awork order as you like, and, if you wish, you can base them on atemplate defined in the
Product field (SQL name: Product). Thistemplate describes ageneric work order or astandard work order
procedure. The information defined in awork order is used in the work order detail.

Definition of a newsitem

A newsitem isan item of current information you want to diffuse to a defined number of individuals for
agiven period.

These persons are members of employee groups.

Asagenera rule, newsitems only concern short-lived information.

Example of news item: "Server XXX will be down between 11:00 am. and 12:00 p.m. on February 10,
2002".

Definition of the knowledge base

The knowledge base is a group of files describing problems and their solutions.

By matching your problem to one already described in the knowledge base, you can use exisiting inform-
ation to solveyour current problems quicker and easier. Y ou enrich the knowledge base when you discover
new problems and solutions. In thisway, the base of information continually grows.

Each knowledge file can be attached to an entry point in the decision tree. Thus, when you take acall, by
navigating through the decision tree, the answer call tool suggests related knowledge filesin the selected
node and sub-nodes of the decision tree.

16

AssetCenter 3.60 sp2 - Helpdesk Management



Example of knowledge file:

» Description: Monitor blank but under tension.
» Resolution: Plug the cable between the monitor and the CPU.

Definition of the decision tree

The decision tree enables you to analyze a situation step by step in order to find the most appropriate
solution for that problem.

The tree is made up of questions, possible answers and corresponding solutions.

Problem types, determined by you when taking acall, correspond to entry pointsinthedecisiontree. These
entry points then lead to the wealth of stored information relating to a problem. Thus, when you take a
call, this system might actually be ableto actively assist you in the step-by-step resolution of that problem.

Note

Decision trees each have a unique bar-code label. By default, this|abel is defined by a script that uses an
AssetCenter counter. Y ou can customize this script to adapt the bar-code label to your needs.

Definition of a helpdesk group

Helpdesk groups are managed from alist available via the Repository/ Groups menu item.

Note
Within the context of the hel pdesk, employee groups are refered to as "hel pdesk groups'.

Helpdesk groups are made up of helpdesk technicians who are capable of solving similar problems for a
given group of locations and who are involved with given contracts.

Helpdesk groups reflect your internal organization: How you define a group depends on who solves what
type of problems and at which locations, and according to which contracts.

Helpdesk groups are organized in a hierarchy. Therefore any helpdesk group can have a parent group,
defined in the Sub-group of field (SQL name: Parent), and a child group. When creating a sub-group, the
competencies, locations and contracts linked to the parent group are automatically propagated to the sub-

group.

Warning

Once the sub-groups are created, if you add a location (or competence or contract) to the parent group,
thislocation (or competence or contract) is not automatically propagated to the sub-groups.

The Assignable option (SQL name: bAssignable) determines whether or not you can assign a hel pdesk
ticket to this group. This makes it possible to distinguish between operational groups that process tickets
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and those that simply classify them.

Example

The"Los Angeles' group contains two sub-groups corresponding to two call centers. In our scenario, the
"Los Angeles® group would just be used to structure these groups; the tickets being processed by the sub-
groups.

Definition of a problem type

A problem typeis part of the description of a helpdesk ticket.

The problem types encountered by the hel pdesk team are described in a hierarchical table, which can be
displayed via the Helpdesk/ Problem types menu item.

Example of hierarchy of problem types:
* Printer problem
e Laser printer
e Ink jet printer
Problem types are attributed to helpdesk groups that are competent to solve this type of problem. Thus,

oncethe caller's problem type is selected, AssetCenter can automatically propose the helpdesk group that
isthe best suited.

Problem types are also useful for organizing tickets and drawing up statistics.

Note

Asisthe casefor assets, problem types each have aunique bar-code label. By default, thislabel is defined
by a script that uses an AssetCenter counter. You can customize this script to adapt the bar-code label to
your needs.

Definition of a severity

Each helpdesk ticket is assigned a severity. This enables you to decide the priority with which tickets
should be processed.

Automatic mechanisms are available for assigning severities to tickets according to the:

e Problemtype

» Interlocutor

e Asset concerned

e Location of the asset

18
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Definition of a business day calendar

A business day calendar describes the work and vacation periods for a given technical support team. Cal-
endars are used to cal cul ate deadlines to meet when processing hel pdesk tickets by taking into account the
work periodsfor the support team. Y ou can create as many calendars asyou want using the Tools/ Calendars
menu item.

Definition of an escalation scheme

An escalation scheme enables you define the way in which aticket is to be processed:

e Caendar of business days to take into account in calculating deadlines.

» Actionsto betriggered, at certain time limitsif the ticket still has a given Satus. For example, it is
useful to be able to send an automatic message to a group supervisor if aticket remains unassigned
one day after being created.

« Actionsto be triggered when the status of ticket changes.

» Actionsto be triggered when the asset changes assignment.

Escal ation schemesthusreflect theinternal procedures of your organization. To determinewhich escalation

scheme to automatically associate with aticket, AssetCenter takes into account the severity of the ticket

and the location of the problem.

Definition of the answer call tool

The answer call tool isafunction of AssetCenter that guidesthe person taking calls. (Weuse"Call" in the
broadest possible sense of the word: Telephone call, avisit by auser, afax, etc.)

It gives you asimplified and guided view of an existing ticket or ticket being created.
It is designed to facilitate as much as possible the recording of helpdesk tickets.
Taking acall consists of:

1. Identifying the caller.

2. If the call concerns aticket that has already been created: adding the new information to the ticket, or
closing the ticket.

3. If the call concerns a new problem that has not yet been logged:

1. Entering the relevant information.
2. Creating aticket (open or closed).
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Definition of a helpdesk administrator

The helpdesk administrator is a user of AssetCenter to whom the AssetCenter administrator has assigned
the right to administrate the helpdesk. Thisright is given by checking the Hel pdesk administrator box
(SQL name: bHDAdmInN) in the Profile tab of the employee detail.

The helpdesk administrator (along with the administrator of AssetCenter) isthe only person able to view
the tickets of all groups and of all ticket supervisors using the "Control panel".

Definition of a helpdesk group supervisor

The helpdesk group supervisor is selected in the table of departments and employees.

The hel pdesk group supervisor (along with the hel pdesk administrator and the administrator of AssetCenter)
isthe only person able to view the tickets of all the ticket supervisor of the helpdesk groups under their
responsibility using the "Control panel”.

Definition of a ticket supervisor

A ticket supervisor isauser of AssetCenter user who has been selected to be part of a helpdesk group (in
the Composition tab of the helpdesk group detail).

The helpdesk "Control panel” lets the technician view:

» Ticketsthat have been assigned to them. They are the "supervisor” of these tickets.
» Ticketsthat are assigned to their group but still not assigned to aticket supervisor.
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Chapter 3. Answering calls

This chapter explains how to use AssetCenter's answer call assistant, which is available viathe Helpdesk/ Answer
call menuitem, the @ icon, or the F2 keyboard key.

The answer call tool is afunction that guides the person taking calls. (We use "call" in the broadest possible sense
of the word: Telephone call, avisit by auser, afax, etc.)

It gives you asimplified and guided view of an existing ticket or ticket being created.
It is designed to facilitate as much as possible the recording of helpdesk tickets.
Taking acall consistsin:

1. Identifying the caler.

2. If the call concerns aticket that has already been created: Adding the new information to the ticket, or closing
the ticket.

3. If the call concerns a new problem that has not yet been logged:

1. Entering the relevant information.
2. Creating aticket (open or closed).

Stepsin answering a call

The answer call tool helps you enter information about the calls received by the helpdesk team. You are
not obliged to use thistool since you can create tickets without having to go through the answer call tool.

The following diagram gives an overview of how acall istaken:
Figure 3.1. Overview of how a call istaken

Yes New problem? =~ No
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New problem_ Complete atickst

| Problem solved during L. —
the first call

VEV \ No
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Problem solved with a Access immediatly
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Activating the answer call tool

Activate the answer call tool using the Helpdesk/ Answer call menu item, the F2 key, or by clicking &.

« If the answer call tool window is not already displayed, AssetCenter will open it and start the answer
call procedure.

» If ananswer call window is open, AssetCenter starts the answer call procedure.

» If ananswer call window is open and acall is being taken, AssetCenter displays another answer call
window and starts the answer call procedure.

Populating the answer call screen

This section describes how to populate the answer call screen. It covers:

* Thedesign of the answer call screen.
* How to enter information.
» Automatically populated fields

Design of the answer call screen
The answer call screen is made up of several parts:

» The status bar at the top of the screen displays general information.
» Theleft zone of the window must be populated. Thisis called the "data entry zone".

e Theright zone of the window provides information on the field selected on the left. Thisis called the
"help zone".

Status bar

Figure 3.2. Status bar

| Ticket FILE16 00:1947 i | Person for ticket: Drainer, John

Ticket number

The number, which appears on the top of the screen at the start of the call, isthe number that will be given
totheticket if you decideto createit at the end of the call. Inthisway, it iseasy to givetheticket reference
to your interlocutor. Later on, the number displayed is either that of a new ticket being created, or that of
aticket to be modified.
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Time-elapsed indicator
The colored indicator displays the time elapsed since the start of the call.

Thetimetheindicator takesto change color can be customized using the aam.ini file of AssetCenter's.INI
file (see "Reference Guide: Administration and advanced use", chapter "INI files"). The default is 60
seconds, or 20 seconds per color.

There is no intelligence behind the indicator: It is for information only.

Person responsible for ticket (Ticket supervisor)

The person responsible for the ticket is that belonging to the ticket selected in the Ticket field in left zone
of the screen, if the call concerns an existing ticket.

If anew ticket is opened, AssetCenter automatically selects the supervisor from the helpdesk group to
which the ticket is assigned.

Data entry zone
Use the mouse or the keyboard's tabul ation button to move through the different fields.
» If the Ticket field is not populated, the bottom zone shows New problem.
« |If the Ticket field is populated (automatically or by hand), the bottom zone shows Complete a ticket.

Toforcethe creation of anew ticket when the Ticket field is populated, click the =t button. Click it asecond
time to be able to compl ete the selected ticket.

Help zone

Theinformation in the help zone is not updated immediately. An update delay has been implemented so
you can move between the different fiel dswithout being slowed down by the updating process. Thislatency
can be configured in aam.ini (see "Reference Guide: Administration and advanced use”, chapter "INI
files").

To update the information without having to wait, press F5 or click =I. This button only appearsif thereis
information to be updated.

Entering information

Caller
Thisisthe person who has called you to report a problem.
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Ticket

Figure 3.3. Caller'snumber

Caller

Only populate thisfield in two cases:
» Toaddto or modify an existing ticket. (The problem reported by the caller has already givenriseto
the creation of aticket.)
» To create anew ticket and to attach it to the ticket selected in the Ticket field. In this case, proceed as
follows:
1. Populatethe Caller and the Ticket fields.
2. Click =,
3. Populate the fields in the New ticket frame.
Do not populate the fields in the New ticket frame before the Ticket field. Thiswill have the effect of
deleting the information you have entered in the New ticket frame.
If you select aticket but later realize that a new ticket needs to be created for the call, click the = button.

Warning

In New ticket mode, if the Ticket field is populated, the new ticket will be attached to the existing ticket
as achild ticket.

Click again to go back to the status that enables you to complete the selected ticket.

Figure 3.4. Caller's open tickets

11/26/1397 17:42.54 A 0
I there any tes shawing on the screen?'Yes =

In the help zone, afilter enables you to display a selection of open tickets (Status of the ticket other than
Closed or Closed and verified) or a selection of tickets regardless of their Status:

» Ticketsof thecaller (open): Ticketswhose Contact field (General tab) hasthe same value asthe Caller
field in the answer call screen. The Status and Contact fields (SQL names: seStatus and Contact) are
used as filter criteria
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Asset

Type

» Ticketsof theasset (open): Ticketswhose Asset field hasthe samevalue asthe Asset field in the answer
call screen. The Satus and Asset fields (SQL names: seStatus and Asset) are used asfilter criteria.

» Hot tickets (open): Tickets whose Hot ticket check box (General tab) is checked. The Status and Hot
ticket fields (SQL names: seStatus and bHot) are used asfilter criteria.

* Theoptionsfollowed by "(All)" enable you to view all the open and closed tickets of acaller, for an
asset or all hot tickets open or closed.

Y ou can only consult the information that appears in the screen's help zone. The Description zone only
presents the start of the Description field of the ticket.

To modify the ticket, you need to drill down to the ticket detail by clicking the magnifier button a.

Click oncein the help zone of the ticket to populate the Ticket field in the data entry zone. Wait afew
moments for the data to be updated, otherwise press F5.

Thisfield enables you to indicate which asset is concerned by the problem.

Figure 3.5. The assest concer ned by the problem

Asset

[Clech, Fichaid

9 =
1 I
3 E | &

If them icon appears in the help zone, click it to launch the search for information.
Y ou will find several sub-tabs:

* User and Superv.: assets for which the caller isresponsible or just uses.
» Location tab: assets |ocated in the same place as the caller.

» The Connected to tab: lists all assets connected to the selected asset (by default, thisis the asset
selected in the data-entry zone).

» Software tab: Per named user type software licenses used by the caler.

If you check the Main assets only check box in the User, Superv. and Location sub-tabs, only those assets
at the root of the tree structure are displayed.

Thisfield enables you to indicate the type of problem encountered.
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Figure 3.6. Problem types

Problem type

[ View all problem types

#1455 Telephone.

a/17

By default, only the problem types associated with the category of the asset selected and its sub-categories
are displayed in the help zone.

If no asset is selected, no typeis displayed.
If the asset is not associated with a category, al the problem types will be displayed.
If you want to force al the problem types to be displayed, check the View all problem types check box.

Description (or Additional description)

Thisfield enables you to describe the problem freely. What you enter here is added to the Description
field of the ticket.

If you are completing aticket, AssetCenter displays awindow of the previoustypein the help zone. This
cannot be modified.

Figure 3.7. Ticket description

Description of ticket

If you are creating a new ticket, the help zone will guide you through the problem solving process:

Figure 3.8. Resolution screen

Resolution

nnnnnnnnnn

KA

Questions

The node in the decision tree associated with the selected problem typeis displayed in the zone. (The
problem type must be associated with the node beforehand.) If a question is associated with this node, the
answer call tool proposes several answers to choose from. Double-click the adequate answer to continue
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going through the decision tree. Y ou can also activate the zone where the answers are (by selecting one
of the answers and typing the line number of the answer to select). The st button has the same effect.
The =1 button enables you to back-step through the tree. It is not possible to go further back than the
starting node associated with the problem type.

Treebutton

The =1 button displays the decision tree and places the cursor on the node associated with the problem
type.

Figure 3.9. Decision tree

want to work. You will need to use this technique to avoid having to navigate through the entire branch
at agiven moment.

Help check box

Check thisbox if you want to display, after the question and between brackets, the contents of the
Description tab in the question detail to the right of the question (if a description has been already entered
in the decision tree).

History check box

Check thisbox if you want to display the list of successive questions you have aready responded to in
going through the decision tree.

Solutions

The Solutions area of the help zone displays the knowledge base files associated with the nodes in the
branch of the decision tree, which originate from the node formed by the previous question.

Details check box

Check this box in order to display the details of the selected solution (Description and Resolution fields
(SQL names: Description and Solution) at the bottom of the Resolution window.

Rejected check box

Check this box in order to continue displaying all the solutions from the starting node onwards, even if
they have been eliminated due to the path taken through the tree.

Escalation
Thisfield enables you to select the escalation scheme most adapted to the problem type concerned.

Chapter 3. Answering calls 27



Figure 3.10. Escalation schemes

Escalation scheme.

The help zone enables you to select the escal ation scheme among those associated with the problem type
that you selected, should the AssetCenter-proposed escalation scheme be unsuitable.

I mportant

Creating escalation schemes falls within the scope of the administrator rather than a call operator. It is not
possible to create an escalation scheme directly from the Escalation field in the answer-call screen.

Contact

Person to contact for thisticket. Thisitem of information can be found in the Contact field of the General
tab of the ticket detail.

Automatically populated fields

Person responsible for ticket (Ticket supervisor) isautomatically selected

If anew ticket is opened, AssetCenter automatically selects the supervisor from the helpdesk group to
which the ticket is assigned.

In order to determineto which group theticket will be assigned, AssetCenter takesinto account the problem
type, the location of the asset, and potentially the contracts that involve the helpdesk groups:

1. AssetCenter searches the helpdesk groups associated with the problem type of the ticket.

2. From among those selected groups, AssetCenter then locates the helpdesk group associated with the
location that is "nearest" to the asset: direct location, otherwise parent location, and so forth until the
root location.

3. If Oraclefor WorkGroupsisused asthe DBM S, AssetCenter searches, from among the sel ected groups,

for helpdesk groups according to contracts that concern them and maintenance contracts covering the
asset.

Note
If the DBM S used is not Oracle for WorkGroups, AssetCenter does not take contracts into account in
the automatic selection of helpdesk groups.

4. If no groups are found, AssetCenter repeats the first three steps starting from the problem type at the
next highest level in the problem type hierarchy, until it reaches the root of the problem-type tree.

5. Theticket supervisor can be selected from among the helpdesk group technicians who have the least
number of ticketsin progress.

28

AssetCenter 3.60 sp2 - Helpdesk Management



Note
If thereis more than one eligible ticket supervisor, AssetCenter selects one at random.

Caller field isautomatically populated
If the Caller field isempty, and you populate or modify the Asset field, then the Caller field automatically
displaysthat asset's user.

This automatic mechanism takes precedence over automatic mechanisms linked to default values. Assoon
asthe value of the Caller field has been validated, this automatic mechanism is deactivated.

Contact field isautomatically populated
AssetCenter automatically proposes a person to contact:

» If the Contact field is empty when you populate or modify the Caller field, the value of the Caller
field will be propagated to the Contact field.

» If the Contact field is empty when you populate or modify the value of the Asset field, the Contact
field will display the user of the asset.

These automatic mechanisms take precedence over automatic mechanisms linked to default values.

As soon as the value of the Contact field has been validated, these automatic mechanisms are disabled.
Escalation field is automatically populated

Determining the severity of aticket
In order to determine how aticket will be processed, AssetCenter uses the notion of "severity". A ticket's
severity does not appear in the answer call screen, it appearsinstead in the Tracking tab of theticket detail.
When you create aticket using the answer call tool, AssetCenter assignsit the highest severity from among
those relating to the:

* Problemtype

e Contact

e Asset

» Location of the asset

Deter mining the escalation scheme

Once the severity of the ticket is defined, AssetCenter will automatically propose an escalation scheme
according to the following rules:

1. AssetCenter searches the escalation schemes associated with the severity of theticket (Severities sub-
tab of Selection tab in an escalation scheme detail).

2. Among the escalation schemes selected in this way, AssetCenter searches the escalation scheme
associated with the "nearest" location to that of the asset: direct location, otherwise the parent location,
and so on toward the root location (L ocations sub-tab of Selection tab in an escal ation scheme detail).
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3. If no escalation schemeisfound, AssetCenter startsthe first two steps again, incrementing the severity
by 1 until reaching the highest severity.

4. If no escalation scheme isfound, AssetCenter starts the first two steps again, decreasing the severity
by 1 until severity O.

Finish taking the call

Y ou can finish taking the call in different ways:

e By using == or t==1 in the help zone displayed when the Description field in the data-entry zoneis
active.

In each case, the answer call window closes, and the ticket is created or updated with the information that
was entered during the call.

The table below summarizes what information is copied at the level of the ticket detail when one of the
five buttonsis used:
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Table 3.1. Impact of the different buttonsto end the call on thefield in theticket detail

Ticket detail

BUTTONS STATUS GENERAL TAB CLOSURE TAB
FIELD (SQL DESCRIPTION FIELD RESOLUTION DIA- CLOSED ON
name: (SQL name: Description) FIELD (SQL  GNOSTICS FIELD (SQL
seSatus) name: Solution) FIELD (SQL name: dtEnd)
name: Sand-
ardSol)
Lsia | Closed Description from the data- Questionsand Identifier  Date closed
entry zone of the answer call answersfrom the and short
tool help zone description
of the solu-
tion
R Close the tickst | Closed Description from the data- Date closed
entry zone of the answer call
tool
Lo | Assigned or Description from the data-

I'n progressor entry zone of the answer call
Awaiting tool, followed by questions
assignment  and answers from the help

zone
& = | Or Assigned or  Description from the data-
e Fioe. I'n progressor entry zone of theanswer call
Awaiting tool
assignment
3 B In progress Description from the data-

(the person in entry zone of the answer call
the Assigned tool

field (SQL

name: Assign-

ee) isthe per-

son taking the

call)

Problem solved during call with " Possible solution” in right-hand screen
Click =1 to close the ticket and link it to the selected solution.

Theticket detail is not displayed. Its number is shown in the title bar of the answer call screen. You can
find the ticket using the Helpdesk/ Tickets menu item.
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Problem solved during call without " Possible solution” in right-hand screen

Click 8l Se=teteie] ) oo the ticket without associati ng it with a knowledge base file.

Theticket detail is not displayed. Its number appearsin the title bar of the answer call screen. You can
find the ticket using the Helpdesk/ Tickets menu item.

Problem not solved, save questions and responses, without immediate accessto the

ticket

If the problem is not solved during the call, and you want to save all the questions and responses you have
exchanged with the caller, but you do not want to access the ticket for the moment:

1. Click m==1to save the call and the route you have taken through the decision tree, without closing the
ticket. The ticket detail is not displayed. Its number appears in the title bar of the answer call screen.
Y ou can find the ticket using the Helpdesk/ Tickets menu item.

2. If youclick LK Save| i the ticket detail, you directly access the node |ast reached in the decision tree
during the call.

Problem not solved, discard questions and responses, without immediate accessto the

ticket

If the problem is not solved during the call, and you do not want to save the questions and responses you
have exchanged with the caler, nor do you not want to access the ticket for the moment:

2. Theticket detail isnot displayed. Its number appearsin thetitle bar of the answer call screen. You can
find the ticket using the Helpdesk/ Tickets menu item.

Problem not solved, go to theticket immediately
If the problem is not solved during the call, and you want to access the ticket immediately, there are two
possibilities:
o Click @ e |,
oOr dlick @ Fill out... |
In both cases:
* Theinformation from the call iswritten in the ticket detail.
» Theticket detail isdisplayed.

. -
Difference between fEesa and _ &8 flet. |
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L et's say that the person taking the call selectsaticket for which they are not the supervisor, but which

field to In progress and modifies the Assigned field in order to show the person taking the call asthe
assignee. Thisisthe case, even if theticket is already assigned to a supervisor, regardless of the status
of the ticket.

Note

their helpdesk group is capable of resolving the problem type concerned. (The call operator's profile
isin their record's Profile tab, located in the Departments and employeestable.) If either of these two

the (@ === | or == | button in order to keep atrace of it.
Let's saythat the person taking the call selects aticket and clicksthe Ml button. They

Satus or Assigned fields in the ticket detail.

Note

. 7% il aut... . . . .
The person taking the call can only use theMl button if their profile allowsit. (The call
operator's profile isin their record's Profile tab, located in the Departments and employees table).

) 7 F ; : ;
Otherwise, the g9 Fiou. button is remains unavailable,

Note concer ning therights of helpdesk operators
Y ou can define the AssetCenter database access rights of call operators:

Viathe usual user profiles specified in the Profile tab's Profile field (SQL name: Profile), located in
the record details of the Departments and employees table).

Using the check boxesin thistab: Can close a ticket (SQL name: bHDCloseTickRight), Can save a
call (SQL name: bHDSaveCallRight), Can proceed with a ticket (SQL name: bHDProceedRight).

Shortcut keysthat can be used when taking a call

Keyboard function keys and buttons have been implemented in order to facilitate navigation between fields
and between the help zone and data-entry zone:
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Table 3.2. Shortcut keysthat can be used when taking a call

ALT + UP ARROW

ALT + LEFT ARROW

If the cursor is placed in the data entry zone, it is moved
over to the help zone.

If the cursor is placed in the help zone, it is moved over
to the data entry zone.

ALT + x (if the shift-lock is activated), or SHIFT + ALT If the cursor is placed in the data entry zone, it is moved

+ x (if the CAPS LOCK is deactivated) where
number from 1to 8

to the xth field of the screen. The fields are numbered
from 1 to 8 starting from the top.

I mportant
Y ou cannot use the numeric keypad.

CTRL + x, where"x" isashortcut key (hotkey) assigned Enables you to populate the Type field automatically.

to a problem type.

F5

F6
F7
F8

Note

Can be used regardless of the position of the cursor.

If the cursor is placed in the data entry zone, the help zone
is refreshed immediately.

If the cursor is placed in the help zone, the dataentry zone
is refreshed immediately using the selected information.
Hides the data entry zone.

Hides the help zone.

Cycles between showing: the data entry zone aone, the
help zone alone and both zones.

If the cursor is placed in the data entry zone, the help zone
isrefreshed immediately.

Theiconisonly displayed if there isinformation to be
refreshed.

When refreshing the answer call screen: In order not to slow down the data-entry process, the answer call
tool does not refresh immediately when you move from onefield to another, or when you select information
in the help zone. By default, the reaction timeis 1 second. Y ou can modify this parameter in the aam.ini
file (refer to "Reference Guide: Administration and advanced use", chapter "INI files").
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Chapter 4. Managing helpdesk groups

This section explains how to describe and manage the helpdesk groups with AssetCenter.

Helpdesk groups are made up of helpdesk technicians who are capable of solving similar problems for agiven
group of locations and who are involved with given contracts.

These groups reflect your internal organization: How you define a group depends on who solves what type of
problems and at which locations, and according to which contracts.

Helpdesk groups are managed from alist available via the Repository/ Groups menu item.

Note
Within the context of the hel pdesk, employee groups are refered to as "hel pdesk groups”.

Structure of a helpdesk group

Helpdesk groups are organized in a hierarchy. Therefore any helpdesk group can have a parent group,
defined in the Sub-group of field (SQL name: Parent), and a child group. When creating a sub-group, the
competencies, locations and contracts linked to the parent group are automatically propagated to the sub-

group.

Warning

Once the sub-groups are created, if you add a location (or competence or contract) to the parent group,
thislocation (or competence or contract) is not automatically propagated to the sub-groups.

The Assignable (SQL name: bAssignable) option (SQL name: bAssignable) determines whether or not
you can assign a helpdesk ticket to this group. This makes it possible to distinguish between operational
groups that process tickets and those that simply classify them.

Example

The"Los Angeles' group can contain two sub-groups corresponding to two call centers. In this case the
"Los Angeles' group would just be used to structure these groups; the tickets being processed by the sub-
groups.
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Overview of helpdesk groups

How they work

Helpdesk groups enable you to assign aticket to agroup of technicians before assigning it to onetechnician
in particular. Y ou can do thismanually in the detail of aticket by populating the Group field (SQL name:
EmplGroup) in the Tracking tab.

AssetCenter automatically suggests a helpdesk group when aticket is created (when acall is being taken
or when aticket is created directly). Automatic selection is carried out as follows:

1. AssetCenter searches the helpdesk groups associated with the problem type of the ticket.
2. From among those selected groups, AssetCenter then locates the helpdesk group associated with the

location that is "nearest" to the asset: direct location, otherwise parent location, and so forth until the
root location.
If Oraclefor WorkGroupsisused asthe DBM S, AssetCenter searches, from among the sel ected groups,

for helpdesk groups according to contracts that concern them and maintenance contracts covering the
asset.

Note

If the DBM S used is not Oracle for WorkGroups, AssetCenter does not take contractsinto account in
the automatic selection of helpdesk groups.

If no groups are found, AssetCenter repeats the first three steps starting from the problem type at the
next highest level in the problem type hierarchy, until it reaches the root of the problem-type tree.

How to appropriately create helpdesk groups

Setting up helpdesk groups requiresthat you have agood working knowledge of each helpdesk technician's
area of expertise. It also requires a preparatory analysis of your organization's structure and operations.
To do this, you should:

1.

2.

Determine the locations that correspond to the coverage zones of your helpdesk teams. Example: a
site, abuilding, a city. An office is perhaps too specific.

Determine which are the significant problem typesin the hierarchy of problems. Example: "Office
software". On the other hand, the sub-type Word of the " Office software" problem type is perhaps too
precise if your technicians are competent on several applications.

Match the locations and the problem types to create a hel pdesk group for each pair. In practice, for
each problem encountered, we recommend proceeding as follows:

1. Draw up amatrix, putting significant problem types on one axis and locations on the other.

2. Enter the appropriate helpdesk groups, according to their areas of expertise and their zones of
coverage.
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It is possible that areas of expertise are not distributed in the same way from one location to another. A
large site may have specialized technicians, whereas a smaller site might just have one general technician.

Example

Under Oracle for WorkGroups, if the problem type and location are equivalent, the contract is the
determining factor for automatically assigning a helpdesk group.

Let's take the following example:

* A helpdesk group called "Groupl" is competent for "Problem typel" at "Location1" and linked to

"Contract1".

* A helpdesk group called "Group2" is competent for "Problem typel" at "L ocation1" and linked to
"Contract2".

Thus:

« |If you want to create a helpdesk ticket for an asset covered by "Contract1", it isassigned to "Groupl".
« If you want to create a helpdesk ticket for an asset covered by "Contract2", it is assighed to "Group2".

Note
If no problem type is specified for a group, the group is considered to be competent for all problem types.
If no location is specified for a group, the group is considered to be competent for all locations.

If no contract is specified for agroup, the group is considered to be competence regardless of the mainten-
ance contract covering the asset.

Defining a helpdesk group super visor

The group supervisor has aspecia rolein the " AssetCenter administrator/ Helpdesk administrator/ Group
supervisor/ technician™ hierarchy. For example, the group supervisor can view all open helpdesk tickets
for the techniciansin their group using the "Control panel".

Y ou select the group supervisor from the list of departments and employees.
To declare an employee as a helpdesk group supervisor, populate the Supervisor field (SQL name:
Supervisor) at the top of the group detail. However, thisis not sufficient to assign the supervisor access

to helpdesk management functions: The AssetCenter administrator must also assign the necessary access
rights using the Profile tab in the Repository/ Departments and employees menu item.

Warning

The group supervisor is not normally considered part of the group. If you want to reverse that situation,
you must add the supervisor to the list of group members. If you do not do this, news items sent to the
group will not be displayed on the supervisor's screen, nor can he supervise aticket.
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Composition of helpdesk groups

The Composition tab in the hel pdesk group detail |etsyou select the employeesthat are part of the hel pdesk
group. These are called "Helpdesk technicians'.

Usethe =, = and = buttons to add, delete, display or modify the helpdesk technicians.
Y ou can select any employee in the database as a technician.

The helpdesk technician has a special role in the "AssetCenter Administrator/ Helpdesk administrator/
Group supervisor / helpdesk technician” hierarchy. For example, the technician can view all helpdesk
tickets for which they are a supervisor, or for which their group is responsible, using the "Control panel".

Adding an employee to a"Helpdesk group"” is not sufficient to give that person accessto all the functions
of the helpdesk. The AssetCenter administrator must also assign the necessary access rights using the
Profile tab in the Repository/ Departments and employees menu item.

An employee may belong to several different helpdesk groups.

Areas of expertise of helpdesk groups

The Areas of expertise tab in the detail of a helpdesk group enables you to select the problem types that
fall within their areas of expertise.

Use the =, = and = buttons to add, delete, display or modify the helpdesk technicians.
Choose the problem types from the Problem types table. A problem type may be attributed to several
helpdesk groups.

This tab enables AssetCenter to assign aticket to a group automatically (during the call or when creating
aticket directly) according to the L ocation (SQL name: Location) of the asset, the Problem type and the
mai ntenance contracts covering the asset (contracts are only involved in the automatic selection procedure
under Oracle for WorkGroups).

L ocations concer ned by the helpdesk group

The Locationstab in the detail of helpdesk group enables you to select the locations concerned by the
group.

Use the =, = and = buttons to add, delete, display or modify the locations.

Choose the locations from the Locations table. A location may be attributed to several helpdesk groups.
This tab enables AssetCenter to assign aticket to a group automatically (during the call or when creating

aticket directly) according to the L ocation of the asset, the Problem type and the maintenance contracts
covering the asset (contracts are only involved in the automatic selection procedure under Oracle for

38

AssetCenter 3.60 sp2 - Helpdesk Management



WorkGroups).

Contracts concerned by the helpdesk group

Warning

Contracts are only involved in the automatic selection procedure of helpdesk groups under Oracle for
WorkGroups.

The Contractstab (SQL name: Contracts) in the helpdesk group detail enablesyou to select the M ainten-
ance-type contracts for which the group intervenes.

Usethe =, = and = buttons to add, delete, view or modify contracts.

Contracts are selected in the Contracts table. A contract may be assigned to several helpdesk groups.
Under Oraclefor WorkGroups, the Contr acts tab enables AssetCenter to automatically assign a helpdesk
ticket to a helpdesk group (during the call answering phase or when directly creating aticket) according

tothe L ocation of the asset associated with theticket, the Problem type of theticket, and the maintenance
contracts covering the asset.
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Chapter 5. Managing problem types

This section explains how to describe and manage different problem types with AssetCenter.
A praoblem type is part of the description of a helpdesk ticket.

The problem types encountered by the helpdesk team are described in a hierarchical table, which can be displayed
from the Helpdesk/ Problem types menu item.

Example of hierarchy of problem types:
e Printer problem

e Laser printer

e Ink jet printer

Problem types are attributed to hel pdesk groups that are competent to solve thistype of problem. Thus, once the
caller's problem typeis selected, AssetCenter can automatically propose the helpdesk group that is the best suited.

Problem types are also useful for organizing tickets and drawing up statistics.

Note

Asisthe case for assets, problem types each have a unique bar-code label. By default, thislabel is defined by a
script that uses an AssetCenter counter. Y ou can customize this script to adapt the bar-code label to your needs.

Problem type codes and shortcuts

To facilitate entering the problem type for a hel pdesk ticket, AssetCenter enables you to assign a code or
a shortcut to each problem type.

To do this, ssimply populate the Code and Hotkey fields (SQL names: Code and HotKey) in the General
tab of the problem type detail.

Code

The code lets you enter the description of a problem more quickly when taking a call or editing aticket.
Y ou can use any character type to define a code.

Using the code avoids the need to enter acompl ete problem type, or search the entire tree structure to find
it. Thisis particularly useful for those problem types you encounter frequently. To be able to use codesin
this way, you need to configure AssetCenter:
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Using codesin ticket details:

1. Start AssetCenter Database Administrator.
2. Select the Problem typestable (SQL name: amProblemClass).
3. Assign avalue starting with "Code" to the String field.

Using codes when taking a call:

Y ou need to maodify the aam.ini file. For further information on how to configure thisfile, please refer to
the "Reference Guide: Administration and advanced use", chapter "INI files".

Hotkey

The hotkey enables you to quickly select the problem type during the call (by holding down the CTRL
key and the hotkey character). The hotkey is asingle character and cannot be used directly in the detail of
aticket. It is made redundant by the code but has been retained in order to maintain functional compatib-
ility with AssetCenter 2.0.

Severity of a problem type

AssetCenter enables you to associate a severity level with each problem type. This severity enables you
to decide the priority with which tickets should be processed.

Y ou can associate a severity level with a problem type asfollows:

* Fromtheproblem type detail: Simply populatethe Severity field (SQL name: Severity) inthe General
tab of the problem type detail.

* Fromtheseverity detail: Click = inthe Problem types sub-tab of the Selection tab in the severity detail
to associate a problem type with the severity.

To determine the severity of aticket, AssetCenter compares the severity of the problem type with that of

the asset, the location of the asset and the user of the asset: The highest severity isthe one which is used.

Link between the problem type and the decision tree

The Question field (SQL name: DecTreeNode) in the General tab of the problem type detail enablesyou
to associate the problem type with a question in the decision tree.

Thus, when you use the decision tree during a call, AssetCenter directly displays the question associated
with the problem type you have selected. This savesyou from having to go through the decision tree from
root level.

A decision tree question may be associated with several problem types.
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A problem type may only be associated with one single question.

Link between a problem type and an asset category

The Category field (SQL name: Category) in the General tab of the problem type detail enablesyou to
associate the problem type with an asset category.

The value of thisfield is used when taking the call: Once the asset is selected, the answer call tool first
displays only the problem types associated to the asset category.

An asset category may be associated with several problem types.
A problem type may only be associated with one single category.

Groupswith expertise on a problem type

The Groupstab in a problem type detail enables you to select the groups with expertise in solving a
problem type.

Thisinformation is used when creating helpdesk ticketsin order to determine which group will be attributed
the ticket by default:

AssetCenter automatically suggests a helpdesk group when aticket is created (when acall is being taken
or when aticket is created directly). Automatic selection is carried out as follows:

1. AssetCenter searches the helpdesk groups associated with the problem type of the ticket.

2. From among those selected groups, AssetCenter then locates the hel pdesk group associated with the
location that is "nearest" to the asset: direct location, otherwise parent location, and so forth until the
root location.

3. If Oraclefor WorkGroupsisused asthe DBM S, AssetCenter searches, from among the sel ected groups,
for helpdesk groups according to contracts that concern them and maintenance contracts covering the
asset.

Note
If the DBM S used is not Oracle for WorkGroups, AssetCenter does not take contracts into account in
the automatic selection of helpdesk groups.

4. Note: If no groups are found, AssetCenter repeats the first three steps starting from the problem type
at the next highest level in the problem type hierarchy, until it reaches the root of the problem-type
tree.

Usethe =, = and = buttons to add, delete, display or modify the groups.
The groups are selected in the table of groups. A helpdesk group may be attributed to several problem
types.
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Chapter 6. Managing helpdesk tickets

This section explains how to describe and manage helpdesk tickets with AssetCenter.

A helpdesk ticket enables you to describe a problem and track its resolution. Y ou can create it directly viathe
Helpdesk/ Tickets menu item, or using the answer call tool, which enables you to create aticket quicky and with
assistance.

When you use the answer call tool to create a helpdesk ticket, the are two possibilities:

* Theproblem is solved during the call: A helpdesk ticket is created with the Closed status. It only servesto
record the call.

» Theproblem requires adeferred solution: A helpdesk ticket is created to keep track of the problem and manage
itsresolution. Theticket isassigned to ahel pdesk group and/or to aticket supervisor, who will find the hel pdesk
ticket in the list of tickets assigned to them.

Status of a helpdesk ticket

The status of a helpdesk ticket is defined in the Status field (SQL name: seStatus) at the top of the ticket
detail window. Thevaluefor thisfield is selected in an itemized list (you cannot modify the valuesin this
list). In some cases, avalue is assigned automatically to thisfield.

The Statusfield (SQL name: seStatus) is sequenced: The values listed below appear in their hierarchical
order. Y ou may therefore use comparison operators in query filters on the table of tickets.

For example: Closed and verified > Closed.

Awaiting assignment
Thisisthe default value for aticket.

Assigned
Thisvaueis attributed as soon as the Assigned field (SQL name: Assignee) field showing the name of
theticket supervisor ispopulated. It isnot possibleto manually ttribute thisvaueif thefield isnot popul ated.

In progress
This value needs to be attributed manually. It isindependent of the values of the other fields in the ticket.
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Closed

Closed

Indicates that the problem has been fully dealt with.

Thisvalueis assigned automatically when the ticket is closed in one of the following ways:

» Creating an activity line whose Nature field (SQL name: Nature) is set to Closure via the x| button
in the ticket detail.

» Selecting asolution in the resolution screen.

Pressing the gel Casetetickel | 1) 00 in the answer call screen,
Y ou can also manually select thisvalue.

When thisvalueisassigned, the Closed on field (SQL name: dtEnd) in theticket's Closuretabis populated
automatically.

and verified

This value needs to be attributed manually. It isindependent of the values of the other fields in the ticket.
This value indicates that the problem has not only been fully processed, but also verified by a member of
the helpdesk team or the user.

Ass

Group

gning a helpdesk ticket

Helpdesk tickets are generally assigned to a helpdesk group and to aticket supervisor who is part of the
group.

The names of the group and ticket supervisor handling the ticket are displayed in the Assignment frame
of the Tracking tab of the helpdesk ticket detail.

(SQL name: EmplGroup)

If you have populated the Type field (General tab) and the Asset field (SQL name: Asset), AssetCenter
automatically suggests a helpdesk group when aticket is created (when acall is being taken or when a
ticket is created directly). Automatic selection is carried out as follows:

1. AssetCenter searches the helpdesk groups associated with the problem type of the ticket.

2. From among those selected groups, AssetCenter then locates the hel pdesk group associated with the
location that is "nearest" to the asset: direct location, otherwise parent location, and so forth until the
root location.

3. If Oraclefor WorkGroupsisused asthe DBM S, AssetCenter searches, from among the sel ected groups,
for helpdesk groups according to contracts that concern them and maintenance contracts covering the
asset.
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Note

If the DBM S used is not Oracle for WorkGroups, AssetCenter does not take contracts into account in
the automatic selection of helpdesk groups.

4. If no groups are found, AssetCenter repeats the first three steps starting from the problem type at the
next highest level in the problem type hierarchy, until it reaches the root of the problem-type tree.

Assigned (SQL name: Assignee)
The ticket supervisor isresponsible for the ticket.

When you choose a group, the people who can be ticket supervisors are the technicians in the group and
its sub-groups.

If the helpdesk group is not specified, AssetCenter proposes helpdesk technicians from all groups.

By default, if the Group field is populated, AssetCenter automatically designates the ticket supervisor
from among the members of the helpdesk group who have the least number of ticketsin progress.

Escalating a helpdesk ticket

AssetCenter enables you to associate an escalation scheme with each helpdesk ticket.
To automatically determine the appropriate escalation scheme, AssetCenter uses an intermediate concept
called "severity".

The severity and the escal ation scheme associated with a helpdesk ticket are indicated in the Tracking
tab of the ticket detail.

Severity (SQL name: Severity)

By default, when aticket is created, and for aslong as you do not modify manually the value of thisfield,
AssetCenter automatically gives you the choice of the highest severity from those of:;

* The problem type of theticket (General tab)

e The assets selected in the ticket (basic information)

» Thelocation of the asset selected in the ticket (basic information)
* The contract of theticket General tab)

You can "force" the value of thisfield manually. In this case, AssetCenter will no longer give you avalue
automatically.
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Escalation (SQL name: EscalScheme)

By default, when aticket is created, and for as long as you do not modify manually the value of thisfield,
AssetCenter automatically gives you the choice of the best suited escalation scheme according to the fol-
lowing criteria

1. AssetCenter searchesthe escal ation schemes associated with the severity of the ticket (Severities sub-
tab of Selection tab in an escalation scheme detail).

2. Among the escalation schemes selected in thisway, AssetCenter searches the escal ation scheme
associated with the "nearest" location to that of the asset: direct location, otherwise the parent location,
and so on toward the root location (L ocations sub-tab of Selection tab in an escalation scheme detail).

3. If no escalation schemeisfound, AssetCenter starts the first two steps again incrementing the severity
by 1 until reaching the highest severity.

4. |f no escalation scheme is found, AssetCenter starts the first two steps again decreasing the severity
by 1 until severity O.

Expected resolution date

Thisis the deadline by which you want the ticked to be closed. It is defined in the Expected resol. field
(SQL name: dtResolLimit) in the Tracking tab of the ticket detail.

This expected resolution date is used by AssetCenter Server to automatically control deadlines. These
controls may trigger actions.

By default, this date is automatically cal culated according to the following rules:

»  When you select the escal ation scheme, the resol ution time defined at the level of the escal ation scheme
is added to the date and time of the ticket's creation.

» AssetCenter takes into account the calendar of business days in the escalation scheme.

» If thereareany suspensionswhose Freeze all the escalation scheme check box (SQL name: seSuspMode)
in the Suspend tab is selected, the expected resolution date is postponed according to the total amount
of suspension time.

To force (override) this value:

1. Click them button.

2. Thenclick m=n.

3. Enter arequired date.
4. Click again.

To return to the automatic calculation mode:

1. Click again on the = button.
2. Then click m==.

Note

The closed padlock button, &, makes it impossible to modify the expected date of resolution by hand.
Creating, modifying, deleting the suspension with the Freeze all the escalation scheme option cleared
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recal cul ates the expected resolution date.

The open padlock = button authorizes modification of the expected resolution date by hand but no auto-
matic mechanism recal culates the field.

Work orders madefor a helpdesk ticket

The work orders you create from the Work orderstab areidentical to those created using the Hel pdesk/
Work ordersmenu item. Y ou can also view them from the list of work orders displayed by this menu item.

Use the = and = buttons to add, view or modify the work orders attached to the helpdesk ticket.
Use the = button to delete the link between the work order record and the hel pdesk ticket.

Warning

When you use the = button, only the link to the work order record is deleted. The work order record itself
remains in the work orderstable. If you want to delete it, you must do so from the Maintenance/ Work
orders menu item.

Linked tickets

TheLinked ticketstab displaysthelist of ticketsthat have alink to the current ticket. Linked tickets can
be found in one of three tabs, depending on the nature of the link:

e Sub-tickets: Tickets directly linked to the current ticket (one level lower than the current ticket in the
hierachy of tickets) appear here. Y ou can create a sub-ticket, either using the Helpdesk tickets’ Add
sub-ticket menu item, or using the wsss button in aticket detail, or in the answer-call screen.

Note

The Hel pdesk tickets/ Add sub-ticket menu itemisonly availableif ahelpdesk ticket is being displayed.
e Asset tickets: Tickets concerning the asset in the current ticket appear here. This enables you to see if

an asset has reoccurring problems and how these problems have been solved.

» Similar problems: Tickets having the same problem Type appear here. This enablesyou to find which
solutions have been found to similar problems.

Taking noteson a helpdesk ticket

Y ou can enter notes to complement the description of a helpdesk ticket:
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* Intheticket detail.
* Inthedetail of the activity dlips associated with the ticket.

In theticket detalil

Y ou can take notes in the following fields:

» Description (SQL name: Description) in the General tab of the ticket detail.
* Resolution (SQL name: Solution) in the Closur e tab of the ticket detail.
The Description field in the General tab is populated automatically by:

* The contents of the Description field for the activity slips whose natureis set to "Incoming call”,
"Outgoing call" or "Suspension” when they are created. These slips appear in the Activity tab of the
ticket detail.

Note
Changes or deletions to activity slips are not reflected in thisfield.

» The contents of the Description field entered in the call answering phase.

» TheDescription field may also include history of questions, answers and solutions selected when
browsing the decision treein the call answering phase, or from the helpdesk ticket detail. To do this,
simply click the =1 button to the right of the Solutions section, during the call answering phase or
from the ticket detail.

* Finally, thisfield aso showsthe closing of the ticket.

The Resolution field in the Closur e tab is popul ated automatically with the contents of the Description

field of activity dlips whose nature field was set to "Closure" when they were created.

In the activity dlip detail

Y ou can enter additional information in the Description fields (SQL name: Description) of the details of
the activity dlips associated with the file. These fields are located in the:

* General tab of the detail of an incoming or outgoing call.

* Closetab of aclosure dlip.

* Suspend tab of asuspension dlip.

Buttons used in processing helpdesk tickets

On theright side of the ticket detail appear a number of icons that help in processing tickets:
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Table 6.1. Buttonsused in processing helpdesk tickets
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Click thisicon to add an Incoming call Nature activity line in the Activity tab. This enables you
to keep atrace of the calls received by the helpdesk team.

TheDescription field (SQL name: Description) in Gener al tab of the helpdesk ticket iscompl eted
by information from the incoming call slip.

Click thisicon to add an Outgoing call Natur e activity line in the Activity tab. This enables you
to keep atrace of the calls made by the helpdesk team.

The Description field in General tab of the hel pdesk ticket is completed by information from the
outgoing call dlip.

Click thisicon to add and attach awork order to the ticket. This appearsin the Work order s tab
of the ticket details and in the list of work orders (Tools/ Work orders menu item).

Click thisicon to create a sub-tab ticket attached to the ticket.

Click thisicon to close the ticket. This creates a Closur e-type activity linein the Activity tab of
the ticket. The Closed on field in the Closur e tab and the Status field (SQL name: seStatus) are
also updated.

The Resolution field (SQL name: Solution) in the Closur e tab of helpdesk ticket is completed by
the Description in the closure slip.

The Description field in the General tab of the detail of the ticket also mentions the closure of
the ticket.

When you are a member of a helpdesk group, thisicon is activated if the ticket is not assigned to
you. It enables you to assign the ticket to yourself. No activity line is created.

When you are amember of ahelpdesk group, thisicon is activated if the ticket is assigned to you.
It enables you to unassign the ticket. No activity line is created. The status of the ticket changes
to Awaiting assignment.

Click thisicon to add a Suspension activity line to the Activity tab. This enables you to declare
that you are waiting for a piece of information before being able to continue processing the ticket.
The Description field in the General tab and Tracking tab of the helpdesk ticket is compl eted by
information from the suspension dlip.

Click thisicon to end the suspension.

This button only appearsif the ticket is suspended.

Click thisicon to access the knowledge base. AssetCenter places you on the node in the decision
tree associated with the ticket's problem type or on the current node the last time you clicked the
L= | button in the resolution screen.

Refer to the section describing the process of taking calls for further information on how the resol-
ution screen works.

Click thisicon to check a previously closed helpdesk ticket.
Two cases may arise depending on the ticket status:

e If theticket is closed, AssetCenter sets the ticket status to Closed and verified.

e |If theticket isnot closed, AssetCenter first displays aticket closing screen. Once the ticket is
closed, its statusiis set to Closed and verified.
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Activitieslinked to processing theticket

The Activity tab in the detail of aticket contains activity dlips linked to the ticket.
The activity slips are created automatically if you use one of the buttonsto the right of the ticket screen:

2 mcal|  mroueal| Ly Oese| % Suspend |

Y ou can aso use the =, @ and = buttons to add, delete, view or modify the activity records.

Nature of activity dlips

There may be several types of activity dips:

* "Incoming cal": Describesacall from auser. When a support technician modifies or creates ahel pdesk
ticket viathe answer call tool, an activity slip whose nature is "Incoming call" is created.

* "Outgoing call": These are calls initiated by the helpdesk group handling the ticket.

e "Closure": A helpdesk ticket is closed when its processing is complete (problem solved, obsolete
problems, etc.).

* "Suspension”: Y ou suspend a helpdesk ticket when you must stop working on it, e.g. while waiting
for information from the user.

* Any other nature that you define yourself: In this case, there are no automated procedures linked to
the existence of activity dlips of this nature.

Timing activities

Start of an activity

The Start field (SQL name: dtStart) at the top of the activity slip detail indicates the time when the dlip
was created.

If theincoming call slip was created in the call answering phase, thisfield displays the time when the call
answering phase began.

Duration (SQL name: tsProcessTime)
The duration is calculated automatically between the time when the activity slip appears on the screen

the button.
Y ou can change this value.
To pause or resume the timing for the duration, click them button.
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Suspending a helpdesk ticket

Y ou suspend a hel pdesk ticket when you must stop working on it. This happens, for example, when you
are waiting for more information from the user.

This section provides the following information:
» How to suspend a helpdesk ticket.

» Theimpact of suspending aticket.

e How to modify a suspension item.

* How to end the suspension.

* Multiple suspensions.

How to suspend a helpdesk ticket

isvalidated, it is created in the Activity tab.
Specify in the Type field (SQL name: seSuspLimitType) how the planned end of suspension dateis set:

» Datedefinesan end of suspension date. Y ou must populatethe Deadlinefield (SQL name: dtSuspLimit).

» Duration defines the duration (in days) before the end of suspension. Y ou must populate the field that
appears to the right of the Typefield.

Figure6.1. End of " Duration" type suspension

End of susp
Type:[Durstion | g
Deadine:[ =

* Next business day, Next business week and Next business month indicate that the suspension will ter-
minate the next working day, working week, or working month following the suspension date,
respectively.

Note
Y ou cannot select one of the last three valuesif no business day calendar is associated with the ticket's
escalation scheme.

Y ou can a'so populate the Suspension type field (SQL name: SuspType): For example, you could do this
to differentiate a suspension due to a customer from a suspension due to your company's working hours.
Thisfield is populated using a free itemized list.

Note

The Deadline and Reason fields (SQL names: dtSuspLimit and SuspReason) in the Tracking tab of the
ticket detail are automatically populated using the information from the suspension slip. These fields
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cannot be populated by hand. The Deadline date sets alimit on the waiting period for an item that is
holding up progress. The time and date in the Reason fields correspond to the creation of the suspension
dip.

Impact of suspending aticket

Freezing the escalation scheme alarms

When you freeze a hel pdesk ticket, you suspend the ticket aslong as the Freeze all the escalation scheme
option (SQL name: seSuspMode) in the suspension dlip is checked.

When aticket is suspended and the Freeze all the escalation scheme option in the detail of the suspension
is checked:

* Alarmsdefined in the Alarms tab of the escalation scheme are not triggered for as long as the date
specified in the Deadline field (SQL name: dtSuspLimit) of the suspended ticket is not exceeded. If
the suspension Type (SQL name: seSuspLimitType) is set to Manual, no alarms are triggered until a

» Alarmsdefined in the Alarms tab of the escalation scheme are postponed according to the duration of
the suspension period. AssetCenter Server will trigger them the next time they come up, if justified to
do so by the status of the ticket.

When aticket is suspended and the Freeze all the escalation scheme option in suspension detail is not
checked:

» Alarmsdefinedinthe Alarmstab of the escalation scheme are not triggered for aslong asthe Deadline
defined in the suspension dlip is not exceeded. If the suspension Type (SQL name: seSuspLimitType)

Server triggers those alarms that would have been triggered during the suspension period if thisis still
justified by the status of the ticket.

Triggering an action at the end of a suspension period

If theticket is still suspended and the Deadlinefield in the suspension slip is overrun, AssetCenter Server
triggers the action defined in the suspension dlip.

Postponing the Expected resol. date (SQL name: dtResolLimit) for theticket (Tracking tab in the

ticket)

The Expected resol. date of the ticket is postponed according to the duration of the suspension period if:

» The suspension Typeis not set to Manual.
*  The rrssmsasaaas Check box of the suspension dlip is checked.
» The padlock button to the right of Expected resol. field of the ticket appears as unlocked &.

The length of the suspension is calculated from the time when the suspension slip is created or modified.
Itisobtained by calculating the difference between the date specified in the Deadlinefield of the suspension
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dip and value of the creation or modification date of the suspension dlip. The calculation of the suspension
duration takesinto account the working periods as defined in the cal endar attached to the escal ation scheme.

Note
If the suspension Type is set to Manual, the Expected resol. date is only postponed to the end of the sus-
pension. But thisis only true if the erean-asme= Check box in the suspension dlip is checked, and if the

button to the right of the Expected resol. field in the ticket is shown as .

Modifying a suspension item

M odifying a suspension dip

Y ou may modify a suspension slip after its creation in two ways:

» By clicking the magnifier @ button to the right of the Reason field (SQL name: SuspReason) in the
Tracking tab of the ticket detail.

» By selecting the suspension slip in the Activity tab of the ticket by clicking the magnifier = button.

If you modify a suspension dlip, AssetCenter modifies, if necessary:

* Thetota duration of the suspension period of the ticket.

» The Expected resol. date of theticket, if the padlock button to the right of this field appears as locked
. (For example, thisrecal culation can be performed if you modify the deadline of the suspension dlip.)

If you modify the calendar attached to the escalation scheme

M odifications made to the specified working periods do not affect those suspension times already cal cul ated
in the tickets. The new version of the calendar is taken into account for all calculations made after its
modification. Y ou cannot therefore backdate cal culations, but only update a calendar for future periods.

If you modify the escalation scheme

If the padl ock button to the right of the Expected resol. field appears aslocked, &, AssetCenter recal cul ates,
if necessary, the Expected resol. of the ticket. It will also then recalculate the total time that the ticket is
frozen, taking into account the new calendar and the new alarms in the escalation scheme.

If you freeze or unfreezethe escalation schemein the suspension dlip

» If you uncheck the Freeze all the escalation scheme option (SQL name: seSuspMode), and if the
padlock button to the right of the Expected resol. field appears as locked =, AssetCenter recal culates,
if necessary, the Expected resol. date of theticket. It also recalculatesthetrigger dates of alarms, taking
into account the time during which the ticket has been frozen.

» If you check the Freeze all the escalation scheme option, and if the padlock button to the right of the
Expected resol. field appears as locked =, AssetCenter recalculates, if necessary, the Expected resol.
date of theticket. It also recalculates the trigger dates of alarms, taking into account the time during
which the ticket will be frozen.
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Ending the suspension

Impact on the helpdesk ticket

The Deadline and Reason (SQL names: dtSuspLimit and SuspReason) fieldsin the Tracking tab are reset,
but the suspension slip remainsin the Activity tab.

The Expected resol. field of the ticket is recal culated according to the real duration of the suspension if:

*  The s check box of the suspension dlip is checked.

« The padlock button to the right of Expected resol. field of the ticket appears as locked .

Example:

1. On Monday, you suspend the ticket with the following parameters: ereamssses= & until Thursday: The

Expected resol. date of the ticket is postponed 3 days.

2. On Tuesday, you end the suspension. Thus, the real duration of the suspension isonly one day. Also,
the Expected resol. of theticket is reduced by 2 days.

Impact on verification of escalation scheme alarms
AssetCenter Server takes into consideration the alarms as they appear in the escal ation scheme at thetime
the check is performed. Only those alarms not yet triggered are checked.

If the Freeze all the escalation scheme check box (SQL name: seSuspM ode) in the suspension detail was
checked:

» The periods during which the ticket was actually frozen are taken into account.

» Thealarmsdefined in the Alarmstab in the escalation scheme are shifted by the actual duration of the
suspension. AssetCenter Server will trigger them at their new deadline, if still warranted by theticket's
status.

If the Freeze all the escalation scheme check box (SQL name: seSuspMode) in the suspension detail was

not checked:

» For controls performed after the date in the field Deadline (SQL name: dtSuspLimit), AssetCenter
Server triggersthe alarmsthat may have been triggered during the suspension period, if still warranted
by the ticket's status.

Multiple suspensions

If several suspension slips are created, AssetCenter calculates the total duration of the freeze. It takesinto
account the suspension slips for which the eresamssseess: check box is checked.

Thistotal duration of the freeze is taken into account:

» When calculating the Expected resol. date (SQL name: dtResolLimit) for theticket when it iscal culated
automatically.

» When checking the alarms to trigger.
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Closing a helpdesk ticket

This section explains how to close a helpdesk ticket. It highlights several methods you can useto close a
ticket, as well as describes the closure dlips.

How to close a helpdesk ticket

Method
In the ticket detail:

2. Populate the closure dlip.
3. Click =1, then to validate.

Impact on thefieldsin the ticket detail
A "Close" type activity lineis created in the Activity tab of the ticket detail.

In the General tab of the ticket detail, the Description zone (SQL name: Description) makes mention of
the ticket being closed.

The Satusfield (SQL name: seStatus) in the ticket detail is updated.
In the Closure tab of the ticket detail:

» The Closed on field is updated with the date of closure.

« The contents of the Resol. code and Satisfaction fields (SQL names. ResolCode and SatisLvl) are
updated using information from the closure dlip.

e The Description (SQL name: Description) from the closure slip is added to the Resol ution zone (SQL
name: Solution).

By selecting a solution from the resolution screen

In the resolution screen, you can close the ticket by clicking m==u. This confirms the designated solution
defined in the resolution screen.

How to display the resolution screen
There are two ways to display the resolution screen:

1. By dlicking %% in the detail of aticket.

2. By clicking the Description field in the data-entry zone of the answer call screen (when creating a
ticket only): The resolution screen appears in the help zone.
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Impact on thefieldsin the ticket detail
The Statusfield in the ticket detail is set to Closed.

If you are taking a call, the Description zone (SQL name: Description) in the General tab of the ticket
detail is updated using the Description field of the data-entry zone of the answer call screen.

In the Closure tab of the ticket detail:

» The Closed on field is updated with the date of closure.

e TheDiagnosisfield (SQL name: StandardSol) is updated with the identifier and short description of
the solution used.

» The corresponding questions and answers from the decision tree are added to the Resolution zone.

Using the 38l Sesstretieket | 1) 401 i the answer call screen

In the answer call screen, click the 158l se=teie | o to close aticket without us ng the possible
solution proposed by the resolution screen.

Impact on thefieldsin theticket detail
The Satusfield in the ticket detail is set to Closed.

The Description zone in the General tab of the ticket detail is completed using the Description zonein the
data-entry zone of the answer call screen.

The Closed on field in the Closure tab of the ticket detail is updated with the date of closure.
Manually in theticket detail

Method
Set the Satus of the ticket to Closed or Closed and verified.

Y ou can also populate the Closure tab of theticket detail with the date of closure, the selected predefined
solution (Diagnostic), and its description (Resolution).

Impact on thefieldsin theticket detail

Closing aticket in this way does not have any effect on the fields in the ticket detail. Y ou must fill in any
other information by hand (such as the Description in the General tab, etc.).

Note

We recommend using one of the other methods, which automatically update the ticket using the appropriate
information.

Closuredip

When you create a closure slip by clicking the w1 button in the helpdesk ticket detail, certain fieldsin
the Closure tab of the ticket details are popul ated automatically:
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» The Satisfaction, Resol. code and To beintegrated in the knowl edge basefields. (SQL names:. SatisL v,
Resol Code and bTolnteg).

Note

The To be integrated in the knowledge base field is used as a reminder only. It is not linked to any
automated function.

» The contents of the Description field (SQL name: Description) in the Closure tab of the closure dlip
are copied to the Resolution field (SQL name: Solution) in the Closure tab.

If thisinformation ismodified (in the Closuretab in theticket or in the activity dlip) after having validated
the closure dlip using the button, the information is not propagated to the other tab.

However, if you create another closing dlip, itsinformation will be copied to the Closuretab in the ticket.
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Chapter 7. Managing severities

This section explains how to describe and manage severitieswith AssetCenter. Y ou can accessthe list of severities
viathe Helpdeks Severities menu item.

Each helpdesk ticket is assigned a severity. This enables you to decide the priority with which tickets should be
processed.

Automatic mechanisms are available for assigning severities to tickets according to the:
* Problemtype

* Interlocutor

e Asset concerned

e Location of the asset

Using severities

Severities are associated with levels. Y ou can use as many severity levels as you want. Level Oisthe
weakest. There is no maximum limit.

Severities are stored in their own table and are associated to different types of elements:

e Problem types

e Assets
e Departments and employees
* Locations

» Asset categories

Warning

Severities can only be attributed to assets, employees, departments, asset categories and locations from
the detail of the severity. It is not possible to attribute a severity from the details of these elements.
However, you can attribute a severity to a problem type from its detail.

Examples of elementsto which it is useful to associate a severity:

¢ A mission critical server.

» The secretary to the CEO.

e Thelocation "Machine-room".

» The problem type "PC-won't start up".
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Automatic assignment of a severity to a helpdesk ticket

A severity is attributed to aticket when it is created, whether it is created directly from the list of tickets
or using the answer call tool.

AssetCenter assigns the highest severity to the ticket from among those relating to the:

Problem type
Contract

Asset

L ocation of the asset

Thisonly holdstrue when creating aticket. If you modify or populate the value of thesefields after creating
the ticket, the severity of the ticket is not modified.

Warning

The categories attached to the severities are not used to calculate the severity of a helpdesk ticket. The
asset-categories association automatically associates the assets to the severity of their category when they
are created.

Automatic assignment of an escalation schemeto a helpdesk ticket

AssetCenter tries to associate an escal ation scheme automatically to aticket according to the severity of
the ticket and the location of the asset.

Creating severities

This section describes the suggested method for creating severities:

1. Toimplement severities, you must first analyze the structure and operation of your organization.
2. After completing thisanalysis, you need to create the severities before starting to create hel pdesk

tickets.

In general, three or four types of severity are sufficient.

Example: low, medium, high, very high.

Indicate the level of each severity (Level field (SQL name: ISeverityLvl) in the General tab of the
severities detalil).

Note

We recommend creating severitiesin steps of 10 (10, 20, 30, etc.). Inthisway, if the necessity arises,
you can insert new severities between the existing ones.

3. Associate problem types, assets, locations, employees and departments with these severities asrequired.
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These associ ations are made from the sub-tabsin the Selection tab of the severities detail. In these sub-
tabs, use the =, = and = buttons to add, remove, view or modify items associated with a severity.

Warning
Y ou cannot assign a severity to these items from their detail, except for problem types. Y ou can only
do so from the severity detail.

4. Associate the severitiesto certain categories of assets, so that those assets are associated with these
severities when they are created.

Note

The assets created before you associated the category with the severity do not benefit from thisautomated
function. Therefore, you will have to manually assign the severity.

5. Associate the severities with escalation schemes.
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Chapter 8. Managing escalation
schemes

This section explains how to describe and manage escal ation schemes with AssetCenter. Y ou can acessthe list of
escalation schemes via the Helpdesk/ Escalation schemes menu item.

An escalation scheme enables you define the way in which aticket is to be processed:

e Calendar of business days to take into account in calculating deadlines.

» Actionstobetriggered, at certain timelimits, if theticket still has the a given status. For example, you can send
an automatic message to a group supervisor if aticket remains unassigned 1 day after being created.

« Actionsto be triggered when the status of ticket changes.
» Actionsto be triggered when the asset changes assignment.

Escalation schemesthusreflect theinternal procedures of your organization. To determine which escal ation scheme
to automatically associate with aticket, AssetCenter takes into account the severity of the ticket and the location
of the problem.

Overview of using escalation schemes

Overview
Escalation schemes standardize the conditions under which tickets are processed.
Y ou define:

* A calendar of workable periods (business days).

* Theaarmsto be triggered automatically if the status of the ticket does not evolve within the planned
time limits (assignment, start of resolution, closure).

» Theactionsto be triggered automatically when the status of the ticket is modified.
» Theactionsto be triggered automatically when the assignment of the ticket is modified.
An escalation scheme is associated with tickets when they are created.

Note

Asisthe case for assets, problem types each have a unique bar-code label. By default, thislabel is defined
by a script that uses an AssetCenter counter. Y ou can customize this script to adapt the bar-code label to
your needs.
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The surveillance program, AssetCenter Server, monitors the alarms and triggers them if necessary.

Actions concerning the assignment or status change of the ticket are automatically triggered when their
value changes. It is not AssetCenter Server that triggers these actions but an agent of AssetCenter.

Examples how escalation schemes ar e useful

Automatic issuing of amessage when aticket is assigned.

Automatic issuing a message to the helpdesk supervisor when the ticket remains unassigned after a
certain length of time.

Automatic issuing of a message to the user when theticket is closed, which asks their opinion on the
quality of service received.

Automatic assignment of an escalation schemeto a helpdesk ticket

When you create ahelpdesk ticket, AssetCenter triesto automatically associate it with an escalation scheme.
This processis based on two types of information:

The severity of the ticket (ticket details, Suivi tab).
The location of the asset attached to the ticket.

AssetCenter proposes the most appropriate escalation scheme as follows:

1.

AssetCenter searches the escal ation schemes associated with the severity of the ticket (Severities sub-
tab of Selection tab in an escalation scheme detail).

Among the escal ation schemes selected in this way, AssetCenter searches the escalation scheme
associated with the "nearest" location to that of the asset: direct |ocation, otherwise the parent location,
and so on toward the root location (Locations sub-tab of Selection tab in an escal ation scheme detail).
If no escalation schemeisfound, AssetCenter startsthefirst two steps again incrementing the severity
by 1 until reaching the highest severity.

If no escalation schemeis found, AssetCenter starts the first two steps again decreasing the severity
by 1 until severity O.

When AssetCenter finds more than one escalation scheme at one of the above levels, it selects one
randomly.

The following diagrams illustrate how AssetCenter selects the escalation scheme:

Figure 8.1. Automatic assignment of an escalation schemeto aticket
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Four escalation schemes are defined in the following example. In the case of a medium severity ticket
opened for an asset in the machine-room:

1. AssetCenter searches the escalation schemes associated with a medium severity, (escalation scheme
detail, Selection tab, Severities sub-tab). It finds two: Escalation scheme 2 and escal ation scheme MR.

2. Among these two escalation schemes, AssetCenter searchesif one of them is associated with the
location of the asset, i.e. the machine-room (escal ation scheme detail, Selection tab, Locations sub-
tab). Thus, escalation scheme MR is selected.

Figure 8.2. How thelocation and the severity deter mine the escalation scheme

Locations NY/Machine-
room

How to create escalation schemes appropriately

To create escalation schemes in an appropriate fashion, you need to identify the pairs (location, severity)
that best describe the cases you may encounter in your organization.

You are not obliged to create an escalation scheme for each location, since the selection algorithm for the
escalation scheme widens the search to parent locations when it does not find the exact location level of
the ticket.

Resolution time

Each escalation scheme defines a deadline for the closure of helpdesk tickets associated with the scheme
(Resolution time frame in the General tab of the escalation scheme detail).

Important

When calculating deadlines linked to the resolution time, the business days calendar associated with the
escalation scheme is taken into account, and the "Resolution time" is converted to hours.

The resolution time can be used in defining alarms to be triggered when certain deadlines have been
reached.
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Alarmsto betriggered on certain deadlines

The Alarms tab of the escalation scheme detail shows the list of dlarmsto be triggered. Each alarmis
described in asub-tab. To add, duplicate, or remove an alarm, right-click in the tab to display the shortcut
menu and select the Add linked record, Duplicate linked record or Delete link.

Y ou can create as may alarms as you want.
The alarms are monitored by the surveillance program AssetCenter Server.

Example of functioning

Figure 8.3. Alarm functions

If, when AssetCenter Server checks the alarms, more than five minutes have elapsed since the opening of
the ticket, and the ticket is Awaiting assignment, AssetCenter Server triggers the action "HDAlarm not
assigned”.

Type and Delay
Table 8.1. Examples

Time elapsed since open- 5 If more than 5 minutes have passed since the opening of the ticket (Opened on

ing ticket. minutes (SQL name: dtOpened) field of the ticket's detail).

% of theresolutiontime 10%  If morethan 10 % of the resolution time has passed (the difference between the
Opened on and Resolution Limit fields of the ticket's detail).

Time before resolution 20 If more than 20 minutes is |ft before the resolution limit (Resolution limit

deadline minutes field of the ticket's detail).

Calculation of deadlines

When you define the alarms to be triggered on overrunning certain deadlines, and when you set the Resol -
ution timein the General tab of the escal ation scheme detail, it isimportant to be aware of theway deadlines
are calculated:
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Application of the calendar
Thetime el apsed takesinto account workable periods (business days) if the escalation schemeis associated
with a calendar (General tab in escalation scheme). This calendar defines the working periods to be con-
sidered when triggering alarms in the Alarms tab.
Example:
You create aticket on Thursday September 25, 1997 at 5 P.M.

Theticket is associated with an escalation scheme that contains a " Ticket not assigned” alarm with the
following values:

e Status: Awaiting assignment

» Type: "time elapsed since opening ticket"
e Deay: "15min"

e Action: "Action 1"

The escalation scheme is associated with a calendar that specifies that the period of Thursday September
25, 1997 from 9 A.M. to 5:05 P.M.

The"Ticket not assigned" alarm will trigger the action "Action1" on Friday September 26 at 9:10 A.M.
if the ticket is Awaiting assignment.

Conversion of delays (timelimits) to hours
When calculating deadlines, delays (time limits) are converted to hours.
Example:
A helpdesk ticket is created on Monday May 9, 1997 at 12:00.

Theticket is associated with an escal ation scheme that contains an " Ticket not closed" alarm with the fol-
lowing values:

e Status: In progress

»  Type: "% of resolution time "

» Dday: "100 %"

e Action: "Action2"

The "Resolution time" of the escalation schemeis set to 2 days and the escalation scheme is associated

with a calendar specifying that all Mondays, Tuesdays, Wednesdays, Thursdays and Fridaysin 1997 are
workable from 9 A.M. to 6 P.M. and that all Saturdays and Sundays in 1997 are not workable.

When calculating deadlines, 2 daysis equivalent to 48 hours, or 5 full workable days and 3 hours. Asa
consequence, the "Ticket not closed" alarm will trigger the "Action2" action on Monday May 16, 1997 at
3 P.M. if theticket isIn progress.
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Actionsto betriggered when the status of aticket
changes

Thelist of actions to be triggered when the status of aticket changes appearsin the Transitions tab of the
escal ation scheme detail.

It containsalist of "Statuses' that aticket can take and the action to be triggered in this instance.
The test and the possible triggering of the action are carried out when the change of status of theticket is

name: Status) needs to be different from the value stored in the database in order for an action to be
triggered.

Actions must be created in the table of actions.

Note
It is not AssetCenter Server that triggers these actions but an agent of AssetCenter.

Actionstobetrigger ed when theassignment of aticket
changes

Thelist of actions to be triggered when the assignment of aticket changes appearsin the Assignment tab
of the escalation scheme detail.

There are two zones concerning:

» The supervisor to whom theticket is assigned: Ticket detail, Tracking tab, Assigned field (SQL name:
Assignee).

» The group to which the ticket is assigned: Ticket detail, Tracking tab, Group field (SQL name:
Empl Group).

In both cases there is a distinction between:

« Assignment: Assigning a new supervisor or group to the ticket
* Unassignment: Removing the assignment from a supervisor or group

Warning

When the Assigned or Group field in the ticket detail already has avalue and you replace it by anew one,
it is considered as an unassignment followed by an assignment.

Thetest and the possible triggering of the action are carried out when the change of assignment isvalidated,
for example by clicking or intheticket detail. The value of the Assigned ou Group fields needs to be
different from the value stored in the database in order for an action to be triggered.
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Actions need to be created in the table of actions.

Note

Itisnot AssetCenter Server that triggers these actions linked to the (re)assignement of tickets but an agent
of AssetCenter.

Elementstaken into account in automatically assigning
an escalation schemeto aticket

Thelist of elementstaken into account by AssetCenter when automatically assigning an escal ation scheme
to aticket appear in the Selection tab of the escalation scheme detail screen.

The sub-tabs of this tab associate severities and locations with given escalation schemes.

Go to the appropriate sub-tab and use the =, = and = buttons to add, remove, view or modify locations or
severities associated with the escalation scheme.
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Chapter 9. Managing the knowledge
base

Thischapter explains how to use and manage the knowledge base, which you can access viathe Hel pdesk/ Knowledge
base menu item.

The knowledge base is a group of files describing problems and their solutions.

Thesefiles enable you to solve more easily the problems you encounter. Y ou enrich the knowledge base when you
discover new problems and solutions.

Each knowledge file can be attached to an entry point in the decision tree. Thus, when you take acall, by navigating
in the decision tree, the answer call tool suggests related knowledge files in the selected node and sub-nodes of the
decision tree.

Example of knowledge file:

» Description: Monitor blank but under tension.
e Resolution: Plug the cable between the monitor and the CPU.

Overview of the knowledge base

The knowledge base contains a series of filesthat describe the problems you encounter and their solutions.

Viewing knowledge base entries
Files in the knowledge base are not made in such away that they can be consulted from their full list.

However, if you select anodein the decision tree for the call answering phase or when the hel pdesk ticket
isresolved, AssetCenter displaysthelist of knowledge base entries linked to that node. The knowledge
base entry thus selected to solve a call appearsin the detail of the helpdesk ticket, in the Closure tab.

Classifying knowledge base entries by problem type

The Problemtype field (SQL name: ProblemClass) enables you to classify knowledge base entries by
associating them with problem types.

This facilitates the problem-solving process.
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In effect, when taking acall, or from aticket detail by clicking M only those knowledge files cor-
responding to the problem type of the ticket (ticket detail, General tab, Typefield (SQL name: Problem-
Class)) are displayed.

Managing knowledge base entries

Theldentifier (SQL name: Code) enables you to assign a unique knowledge base entry in order to perform
operations such as:

» Reconciling with an external knowledge base. The identifier is used as areconciliation key between
the two knowledge bases.
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Chapter 10. Managingthedecision tree

This section explainshow to usethe decisiontreein AssetCenter. Y ou can accessthe decision tree viathe Hel pdesk/
Decision tree menu item.

The decision tree enables you to analyze a situation step by step in order to find the most appropriate solution to
the problem you encounter.

The tree is made up of questions, of possible answers and of corresponding solutions.

Note

Decision trees each have aunique bar-code label. By default, thislabel is defined by ascript that uses an AssetCenter
counter. Y ou can customize this script to adapt the bar-code label to your needs.

The problem types may point to an entry point in the decision tree. Thus, when the call is being taken, it is possible
to be actively assisted in the resolution of the problem step by step once the problem type has been determined.

Overview of the decision tree

Presentation
The decision tree can be used in two cases:
*  Whentaking acall: Oncethe problem typeis selected and the cursor is placed in the Description field,
the answer call tool automatically displays the decision tree node associated with the problem type.
*  Fromaticket detail: Oncethe problemtypeisselected, you can click the X 59 | pytton. Thisinvokes
awindow enabling you to go through the decision tree.

Thelist of nodes displayed by the Helpdesk/ Decision tree menu item enables you to organize the nodes,
but it is not used to solve a problem.

There are different types of nodes:

» Root: Root question

» Question: Answer followed by aquestion

* Solution: Reply with solution

e Jump: Reply followed by jump

The nodes are logically organized. It isimportant to respect their underlying logic:
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Figure 10.1. Possible logical links between the node types

“Jump” node

SOLUTION
a P knowledge base file

Each node plays a specific role:

Root node

These nodes are used as a possible departure point in the decision tree, in the form of a question. They
lead to one of the following nodes:

e Question
o Solution
e Jump

Question nodes

These nodes correspond to one of the possible answersto a Root node or another Question node and contain
anew question.

They lead to nodes of the following type:

e Question
* Solution
e Jump

Solution nodes
These nodes correspond to one of the possible answers to a Root node or a Question node.
They lead to a solution taken from the knowledge base.

Jump nodes
These nodes correspond to one of the possible answers to a Root node or a Question node.
They point to another node in the decision tree of type:
* Root
*  Question

They are used when you encounter a situation when has already been developed in another branch of the
decision tree. This avoids the unnecessary duplication of information.
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Example of a decision tree:

Figure 10.2. Example of a decision tree:

0
KB2 (ScresnCPU connecton] )

KB4 (Disply not working)
(Blark screen)

m with the program StackMan?

e
Solution KB12 (Stoct
Sefion KA1 Mihe

{3l

39039

Link between the problem types and the decision tree
Problem types can be associated with a Root or Question node in the decision tree.

Thus, when you invoke the decision tree (when taking a call or from aticket detail), AssetCenter directly
displays the question associated with the problem type you have selected. This saves you from having to
go through the decision tree from its root.

A decision tree question may be associated with several problem types.
A problem type may only be associated with one single node.

Creating adecision tree

To create adecision treeg, first define the Root type nodes:. they are used as possible departure pointsin the
decision tree, in the form of a question.

In the Answers tabs of these Root nodes, enter all the possible responses to the root question. These may
by the following types of nodes:

» Question; These nodes are possible answers to a question in the Root node or a Question node; they
contain another question.

»  Solution: these nodes are one of the possible answersto a Root hode or to another Question node. They
point to another solution taken from the knowledge base.

« Jump: These nodes are one of the possible answers to a Root node or a Question node. They point to
another nodein the decision tree (Root or Question type). They are used when you encounter asituation
that was already devel oped in another branch of the decision tree. This avoids the unnecessary
duplication of information.

Usethe =, = and a buttons to add, remove, view or modify nodes.

Y ou can aso use the following buttons:
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o s, gdds a Question node
» wswl; gddds a Solution node
e =u=l; adds a Jump node

After creating the Root nodes in detail, populate the description of the Question type nodes. Specify all
the possible answers to the Question nodes that you have created. Thisis performed in the Answers sub-
tab in the Next question tab.

Solving a problem using the decision tree

The decision tree is not used directly from the list of its nodes, but via a resolution screen that you invoke
in two cases:

»  Whentaking acall: Oncethe problem typeis selected and the cursor is placed in the Description field,
the answer call tool automatically displays the decision tree node associated with the problem type.

*  From theticket detail: Once the problem type is selected, you can click the L Sobe| putton. This
invokes awindow enabling you to go through the decision tree.

Figure 10.3. Browsing a decision tree

Resolution
- Questions

15 there any test shawing an the screen?

[ Details
I Rejected

Questions

The node in the decision tree associated with the selected problem type is displayed in the zone. (The
problem type must be associated with the node beforehand). If a question is associated with this node, the
answer call tool proposes several answers to choose from. Double-click the adequate answer to continue
to go through the decision tree. Y ou can also activate the zone where the answers are by selecting one of
the answers and type the number of the line of the answer to select. The e button has the same effect.
The =1 button enables you to back step through the tree. It is not possible to go further back than the
starting node associated with the problem type

Treebutton
The =1 button displays the decision tree and places the cursor on the node associated with the problem
type.
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Figure 10.4. Desicion tree

want to work. Y ou will need to use this possibility if you do not want to have to go through all of the
branch at a given moment.

Help check box

Check this box if you want to display, after the question and between brackets, the contents of the
Description tab in the question detail to the right of the question (if a description has aready been entered
in the decision tree).

History check box

Check this box if you want to display the list of successive questions you have aready responded to in
going through the decision tree.

Solutions

The Solutions area of the help zone displays the knowledge base files associated with the nodes in the
branch of the decision tree originating from the node formed by the previous question.

Details check box

Check thisbox in order to display the detail s of the selected solution (Description (SQL name: Description)
and Resolution (SQL name: Solution) fields).

Rejected check box

Check this box in order to continue displaying all the solutions from the starting node onwards, even if
they have been eliminated due to the path taken through the tree.

Save button
Closes the resol ution screen saving the current position in the decision tree.

1. All the questions and answers are saved in the Description (SQL name: Description) of theticket. The
current question is saved; thus, if you click the x5 pytton in the ticket details, you can use the
decision tree directly from this question.

2. If youweretaking acall, thisterminateswith the creation of aticket with the status Awaiting assignment,
Assigned or In progress. The ticket number appearsin thetitle bar of the answer-call screen. Y ou can
locate the ticket using the Helpdesk/ Tickets menu item.
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Choose button.
Closes the resolution screen and links the ticket to the selected solution file.

1. All the questions and answers are saved in the ticket detail (Closure tab, Résolution field (SQL name:
Solution)).

2. Theidentifier and short description of the solution are copied over to the Diagnosisfield (SQL name:
StandardSol) in the Closure tab of the ticket detail.

3. Thestatus of theticket is set to Closed and the date of closure is shown in the Closure tab of the ticket
detail.

4. 1If you weretaking acall, thisterminates with the creation of aticket. Theticket number appearsin the
title bar of the answer-call screen. Y ou can locate the ticket using the Helpdesk/ Tickets menu item.
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Chapter 11. Tracking tools

This chapter explains the different tools that enable you to track helpdesk tickets.

Using the Control pand

This chapter explains how to use the AssetCenter Control panel. Y ou can access the Control panel viathe
Helpdesk/ Control panel menu item.

Overview of the Control panel

The Control panel's main function isto display asummary report on the hel pdesk ticketsin progress (those

whose Satus fields (SQL name: seStatus) are neither Closed nor Closed and verified).

Not all employees see the same summary report, however. Thisisbecausethe Control panel takesdifferent

helpdesk tickets into account depending on the employee logged on to the database:

* AssetCenter administrator or the helpdesk administrator: The Control panel takes into account all
tickets assigned to all groups, helpdesk technicians and unassigned tickets.

» Group Supervisor: The Control panel takes into account tickets assigned to the supervisor's groups
(the Group field in the ticket detail) and the tickets assigned to technicians that are members of the
supervisor's groups (the Assigned field (SQL name: Assignee) in the ticket detail).

»  Support technician: The Control panel takesinto account all tickets assigned to the technician asticket
supervisor (the Assigned field in the ticket detail) and thosein their group that are not currently assigned.

To display the results, AssetCenter compares the date and time when the Control panel was launched or
updated with the Expected resol. field (SQL name: dtResolLimit) in theticket detail. For example, the"<2
h" column displays the number of tickets whose expected resolution date is less than two hours away, but
more than one hour away.

Use the Window/ Update menu item or F5 to update the Control panel.
To access the tickets whose number appears in the Control panel, you have several possihilities:
e Todisplay thelist and details of the tickets corresponding to awhole line:

1. Select alineand click the ramsuy button.
2. Or double-click thetitle of the line (to the left of the line).

» Todisplay thelist and details of the tickets corresponding to a cell:
1. Double-click the cell itself.
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Managing tickets by group

The Groupstab in the Control panel only appears if the employee logged on to the database is the Asset-
Center administrator, the hel pdesk administrator or the helpdesk group supervisor.

It enables you to track tickets group by group.

Figure 11.1. The Groupstab of the Control panel detail

"Group" column:

* The Group column displays a hierarchical view of the tree of helpdesk groups.

»  Thenumber of hel pdesk tickets associated with aparent group also includesthe tickets associated with
its sub-groups. To avoid confusion, the name of the parent group is followed by the word "(Total)",
and a pseudo sub-group with the same name enabl es you to view the number of tickets associated with
the parent group only.

» This pseudo sub-group only appears in the following two cases:

* The Assignable box (SQL name: bAssignable) is checked for this group.

* Helpdesk tickets were assigned to this group before the check was removed from the Assignable
box (SQL name: bAssignable).

"Ticketsnot processed by group with status:" filter
Thisfilter enables you to select the tickets according to their status:
* Unassigned: tickets that are not assigned to aticket supervisor.

» Assigned: ticketsthat are assigned to aticket supervisor.
« All tickets: All tickets assigned or otherwise.

"< x" Columns

The "< x" columns display the number of open tickets that must be solved within the specified time. The
timeinterval s can be configured in the aam.ini file of AssetCenter (see"Reference Guide: Administration
and advanced use", chapter "INI files").

Managing helpdesk tickets technician by technician

The Technicians tab in the Control panel only appearsif the employee logged on to the database is the
AssetCenter administrator, the helpdesk administrator or the helpdesk group supervisor.
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It enables you to track tickets technician by technician.

Figure 11.2. The Technicianstab of the Control panel detail

[1o0x]

) Control panel
£ Gowps

"Tickets not processed by technician in group:” filter
Thisfilter enables you to select the technician according to the group to which they belong.

"< x" columns
The"< x" columns display the number of open tickets that must be solved within the specified time. The

timeintervals can be configured inthe"aam.ini" file of AssetCenter (see " Reference Guide: Administration
and advanced use", chapter "INI files").

Ticketsto be processed
The To processtab in the Control panel only appearsif the employee logged on to the databaseis a

member of a helpdesk group.
It helps them keep track of any tickets assigned to them.

Figure 11.3. The To processtab of the Control panel detail

] Tickes) Cose

Ticketsassigned to you
Lists all the tickets assigned to the helpdesk technician logged on to the database.

Ticketsin your groups, not assigned to atechnician

Listsall thetickets assigned to agroup to which the technician belongs, but that are not currently assigned
to aticket supervisor.
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"< x" columns

The "< x" columns display the number of open tickets that must be solved within the specified time. The
timeintervals can be configured in the aam.ini file of AssetCenter (see "Reference Guide; Administration
and advanced use", chapter "INI files").

Using the Statistics table

Use the Helpdesk/ Statistics menu item to access the Statistics table.

The Statisticstable provides you with asummary report of the helpdesk team's activitiesfor agiven period.
Thistableisaccessibleto the helpdesk group supervisors, the hel pdesk administrators and the AssetCenter
administrator.

The Statistics table cal cul ates statistics relating to the progress of helpdesk tickets. The tabs provide you
with three different views: by group, by problem type and by technician.

Group column

* The Group column displays a hierarchical view of the tree of helpdesk groups.

«  Thenumber of helpdesk tickets associated with aparent group also includesthe tickets associated with
its sub-groups. To avoid confusion, the name of the parent group is followed by the word "(Total)",
and a pseudo sub-group with the same name enabl es you to view the number of tickets associated with
the parent group only.

* Thispseudo sub-group only appears in the following two cases:

e The Assignable box (SQL name: bAssignable) is checked for this group.

» Helpdesk tickets were assigned to this group before the check was removed from the Assignable
box (SQL name: bAssignable).

Statistics tablefilter

Thefilter at the top of the Statistics table enables you to select tickets according to their opening date. It
isthus possible to view all tickets opened within the last month, for example.

"From" ..."To"

Select the start and end dates for the period you want to analyze. These dates are included in that time
period.

84 AssetCenter 3.60 sp2 - Helpdesk Management



In progress column
AssetCenter lists the tickets whose Status field (SQL name: seStatus) is neither Closed nor Closed and
verified.
Warning

The In progress column only countstickets opened within the period specified by thefilter. Tickets opened
before this period are not taken into account.

Completed column
AssetCenter lists the tickets whose Status field is neither Closed nor Closed and verified.

Unassigned linein the By group tab
These are the helpdesk tickets that have not been assigned to agroup.

Unassigned linein the By technician tab
These are the tickets that have not been assigned to aticket supervisor.

Graph colors
Y ou can modify the graph colors using the Helpdesk tab in the Tools/ Options menu item.

Updating thetable
Use the Window/ Update menu item, F5, or the =l button to update the table immediately.

To automate the process of refreshing the screen, right-click the =l button, and select Configure. Check
the Every check box and indicate the at what frequency the table should be refreshed.
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