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1 Introduction

The purpose of this document is to guide Support Operators to raise, view, amend and
resolve Helpdesk Requests. It is a User Guide to ensure their timely and efficient
resolution.

Some of the terminology of the document may vary from those that the administrator has
set for your installation.

A copy of this document is available in MS Word® format from the sitehelpdesk.com
community web site which may be modified for your specific terminology and working
practices. You may then save it on the web server and redirect the menu Link for your
own use.

1.1 Protocol

Be professional. Each action taken by you will be recorded in the Events log with your id
and the date/time.

When updating your call tickets, always write concise and informative actions and

resolutions. Include any specific error codes or key words relating to the issues being

dealt with. Do not write brief non descriptive
not benefit any one trying to resolve similar issues in the future.

Also be aware that the end users may have access to review their call histories and by
default will see the comments you enter.

1.2 Notes, Tips and Cautions

This guide will highlight important points;
o Notes i Interesting information related to the surrounding discussion
o0 Tips - Offers advice or teaches an easier way to do things
o0 Cautions i Advises you about potential problems and helps you avoid
them.

1.3 Changing the way you work

This helpdesk system will be used to record all support provided to staff. Every request
should be logged. If the call logging facility has been provided to staff then try to
encourage them to log their own calls so that you may avoid interruptions when on
another call. The user call logging options may be made available from your corporate
Intranet at HTTP://{your_server}/sitehelpdesk/user/log.asp

Some requests may have to be dealt with immediately and a call created afterwards.
There are tools such a New Call from an existing call and Call Templates, which can
speed this up.
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2 Accessing the helpdesk

The helpdesk is available to operators from any PC on the network that has Internet
Explorer installed. By going the following URL (web site address)

http://{your_web_server}/sitehelpdesk (Substituting the name of the server where
sitehelpdesk is installed)

Tip: you can save the URL to your desktop by dragging the IE Address bar icon to the
PCb6bs desktop to | aunch it directly next

-} Sitehelpdesk Logon - Microsoft Internet Explorer EI[E|E|
. File  Edit  Miew Favortes  Tools  Help !;'

»

;P.gldress @1http:,l',l'brtl,l'sitehelpdeskl' b .Go QBack - _} \ﬂ \ELI ;_\J

SITEHKLPDESK (e PDESK o

lzers please click here to log a suppart request

Logon 1D : |

Pasgward :

Add to Favarites

copyright © 2005 sitehelpdesk.com Itd. All rights reserved

Using the Login ID and Password allocated to you, complete the necessary fields and
click Login.

2.1 PDA
Operators may also login using the PDA interface which not only supports
PDA/Blackberry handhelds but may be used for other browsers like Firefox, Netscape

and Apple Mac machines.

http://{your_web_server}/sitehelpdesk/pda (Substituting the name of the server where
sitehelpdesk is installed)

From this interface you may manage support calls. Example screen shots:
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sitehelpdesk

Wy Open Calls
Team Open Calls

All Open Calls
FAQs

Logout

My Open Calls

- Susan Smith

- John Jones

- Angela Appleton
- John Jones

16 [ [Cn |cma

Mo -6
Date - 12/09/2008 10:35:15

User - Susan Smith
Site : London

Department - Human Resources

Phone : 0171 4432422
Call Type : Hardware
Sub Type : Modem
Operator | @dmin
Status : Open

Category - 2. Priority 2

Summary :
PC doesnt detect mo

Description -

Installed new modem, but not recognised by

operating system

Resolution -

dem

Call Events

12/08/2008 10:52:12 - admin
Usar changed from {select name} to Sussn Smith

12/08/2008 10:35:15 - admin

Call Logged

[Update ] [ Close Call_| [_Add Event ] [Back |

2.2 Sitehelpdesk Desktop Alerter

This is installed on your PC and checks for new calls and alerts you from the task bar
when these have been assigned to you.

«-:.1;' sitehelpdesk Alerter

Y¥ou have [2] new request(s),
Click here to wiew details,

This may be downloaded from the customer support site, Software Upgrade menu. Refer
to the separate Alerter installation guide.

2.3 Security Considerations

Always logout if you are leaving your computer unattended. Note that there is a session
time out with a default of 60 minutes of inactivity, after which time the helpdesk browser
will require you to login again.

Ifyouar e

|l ogging

i n

remotely

or

from anot her

browser option to remember the password. If you suspect your security id has been
compromised then change your password from the Tools menu.

02009 sitehelpdesk.com Ltd
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3 Operators Home Page

When you have successfully logged in via http://{your_web_server}/sitehelpdesk
(Substituting the name of the server or DNA where sitehelpdesk is installed)

will be on the Operator Home Page and you may return to this page at any time using
the left hand menu.

(= sitehelpdesk - Windows Internet Explorer EEX

] htpi/fortsktehelpdesk/inder,asp 9 [¢][x e
Edi Wiew Fovories Tools Hel

Te b | @srehepesk ] B8 8- e @k @

Login: admin IEI

callNo. - [l 5

& sitehelpdesk
B Home
B Logout
B8 Help
Call Management

Use this message to notify Support Staff and Users of System O
Welcome administrator, it is currently 21:31 on 27 March 2007 . Your Operator status is Available (Available).
Open Call Status Monthly Call Statistics

Status  Total MEsc Res MFix Month Opened Actioned Closed Time Exp
Deferred 1 0 0 1 March 2007 3 20 16 00-00 0

Open 8 0 0 8 November 2006 13 19 T 396:00 0
Administration November 2003 2 3 10000 0

Due Date for the next week
No. DueDate Category  Status User
22 29/03/2007 2. Priority 2 Open Bill Buntin

Follow-ups for the next week
Date Time  Call User Details Complete
22/03/2007 12:00 36 Angela Appleton  armage site visit ]
31/03/2007 12:00 41 John Jones check everythingis 0K [J

%J Local intranet 100 v

The Operator home page shows a summary of call history activity and current calls by
status and SLA Category (Priority). There are also summaries of any calls assigned to
you that have Due Dates and Follow Ups due in the next week or still outstanding. You
may also flag these as complete from here.

3.1 Navigating the Helpdesk

Navigation from the home page is simple. On the left you have your menu options, on
the right a summary of all open call tickets allocated to you and any diarised Follow Ups
for the next seven days. These are underlined indicating that it is a URL link and you
may click on them to drill down and open related call tickets.

Think of it as a web site.
1 Menu options may be expanded and selected
1 Links to other web pages are always shown as underlined links
1 Some pages will pop up. Depending on their function they may close
automatically, have a close button or require that you click on the X on the
top right hand corner of the new window.

There are other standard web browser features readily available to you.
1 Use the right mouse key on a page to print the contents
9 Highlight text and either drag and drop or copy and paste to other documents
or other fields within the helpdesk.

Hi nt : Use the right mouse button on men
T very useful on the New Call page if a new one must be entered while another is
partially complete.




3.2 Home Page Features

The moving ticker message is updated by the Administrator and shows any known
support issues, scheduled maintenance etc. This is also viewed by staff if they have
access to their pages.

3.3 Availability

Your current status or Availability and any related comments are displayed and you must
check this each time you login. You are able to update these to indicate to those who
assign requests the status of your availability to work on requests

Click on the note pad by your name. You will get a pop up window as below.

-3 Notes - Microsoft Internet Explo... E|E|E|

Operator Notes

Alerts - Email

Status Auailable v

Comments @ |Out after 2 pm

[ sms

You can add notes for your own use.

Select from the status drop down the most
appropriate current status. Note that this appears
on drop down selections so keep it up to date.

You can also indicate how you wish to receive
automated alerts from the Helpdesk Application
each time a call ticket is assigned to you.

Your Administrator will advise whether email and
/or SMS Text messaging are available.

Click on the Update button to save changes and
the Close button to close this browser pop up
window.

If you have saved any note to yourself then the note pad will have a red tick in it to

indicate you have active notes BJ

3.4 Call Number Search

If you know the number of the Call Request that you are looking

for simply enter the number in the Request No. box and click on
the search button to be taken directly to that call ticket.
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4  Help Menu
This has several sub menus

4.1 User Guide

The User Guide page breaks down all the various tasks completed by the Application
into areas on which you can search or scroll through the documents. This is the same
content that is available from the help 67?6

iJ In all pages the blue button with a questions mark gives an explanation of the
page and available drop downs and other features.

Caution: Any special terminology you use in your organisation will not automatically

get updated in the help text. The help text may be changed by your Administrator for
any specific working practices.

The example below shows the result of a search on 'status'. The document list has

picked up all the documents |/ pages containi
and the right hand side shows the contents of that folder.

3 sitehelpdesk - Microsoft Internet Explorer,

=13
Elle Edt View Favorites Tools Help

Addhess ] hbtpsfbrta e v Be Qe - () \ﬂ @ .‘, /'\lsEamh ‘iﬂt/Favunles 2)

Login:  admin User Guide Operator Notes

Call M k3

Allows operators to enter any personal memos/notes. A tick on the
notepad (in the menu) indicates that note are present
& sitehelpdesk

: The operator can also update their current status and enter any
o Category supporting information. This information can be viewed when assigning
Call Status Maintenanoe calls

Call update
Cateon Maintenance

Graph Builder

Hew Call

4.2 Admin Guide

This contains a link to the PDF of the Administration and Configuration Guide. It is only
used by those with access to the Administrators menu.

4.3 Operators Guide
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This contains a pdf of the helpdesk procedures. The standard set of procedures and
explanation of the features may be modified for your own specific installation by
downloading the original Ms Word document form the sitehelpdesk.com support site.
4.4 Getting Started

This again is for Administrators when first installing the software

4.5 About

The page displays the application, database type and licence information for your
sitehelpdesk installation. This information will be required if you log support requests with
sitehelpdesk.com

Page: 7
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5 Call Manager Menu
Call Manager contains all the menus related to Helpdesk Support Requests.
5.1 Call Queue

From this menu all Operators will be able to see any unassigned call tickets, usually
those generated by staff themselves. A designated Operator may be responsible for

managing thisfolder . Cal | tickets may be auto assigned

b

typesdé or the support Operator or Team assigned

calls.
5.2 Check Email

If EMLmonitor has been installed then this menu will be available and shows all the
emails that have been received to the Helpdesk email address. EMLmonitor can be
configured to generate tickets automatically from emails and also assign related email
replies to the original email ticket as an Event. If you attempt to import an email that has
already been converted to a call ticket then the actual ticket will be opened for you.

Only those emails that have been logged as requests (or are obvious SPAM) should be
deleted.

There is separate documentation available from the sitehelpdesk community site on
configuring and administering EMLmonitor ticketing features.

5.3 My Open Requests

This menu shows you the actual requests that have been assigned to you and you may
access them from this menu. See Updating a Request.

You can see the status of each request and any out of SLA alerts that may have been
activated based on the SLA Category thresholds for that call ticket.

= Signifies a high priority call and the SLA Escalation time has been reached i
this call should have been actioned and warns of impending failure to meet the
SLA Response time. Changing Call/l St
SLA Response time reached. This call should have been responded too.
Changing Call Status from 60Openb6 wi

o SLA Resolutonor O6Fi x6 ti me reached. This

Status O0Closedd by now.

If you have the SLAmonitor add-on module installed then it may be used to inform you
by email when these times are reached.

Hint: Using the remote access to close calls from a users workstation rather than
returning to base wil/ assist you in st
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= sitehelpdesk - Windows Internet Explorer |ZHE”Z|

@,_ b4 |§, hktp:fibrtd fsitehelpdeskfindex, asp v| 43| 2 | | D~

S

: File Edt Wiew Favarites Tools  Help

— = I »
W b | @stehelpaesk | | G- B - & - [reese - G Todk - @-
Login -  admin II My Open Calls (admin) ?]
cano - [N >

No. Date Operator Category Status User Call Type Summary Last Update Remaining
& sitehelpdesk [ 11/09/2008 16:34:41 sdmin 2 Fricrity2 Open  John Jones Hardware :’"UL 11/09/2008 18:24:53 {0 Days) 40 Hrs
B Home 4
G Logout a 11/09/2008 16:22:66 sdmin 2 Friority 2 Open  Angela Applston Hardware [:q”::s‘ 11/09/2008 16:32:55 {0 Days) 40 Hrs
FC doesnt
2 g 01022008 12:33:34 admin 2 Priority2 Open  Jahn Jones Hardware  detect 11/08/2008 14:26:31 (0 Days)  -5316 Hrs
madem
Totals
Open 3
All Open Calls
New Call =)
Call Search
Follow-up Search
Attachment Search
E@m Administration
0 sitehelpdesk Alerter
‘ou have [2] new reguest(s),
Click here bo view details.
Done ] g Lol

You may change the sort order by clicking on a column heading. Clicking on a column
heading again will change the list from ascending to descending.

The Urgenticon ! indicates that the call has been flagged as requiring urgent attention.
The link icon O indicates that a call is a master call with other child call links.
The link icon O indicates that a call is a child call and a mouse over will display the

master call id.

The list may also shows the number of days since the last event and the time remaining
to resolve in hours.

%l The Print icon will display all call details for the selected list.

To open the Call update page and work on a ticket simply click on a Call id.

Note: Your helpdesk administrator may change the content of the call lists and the
default sort order.
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54 Team Calls

This menu shows all the requests allocated to you, your Team (instead of an individual
Operator) and other members of your Team. You may be a member of several teams.

5.5 All Open Calls
This menu shows all open requests currently within the Helpdesk, whoever they are
assigned to. Note that if you have Restricted access to see only your own and your

Team members calls then this option will not be available.

There is also a view of all Linked calls.

{= sitehelpdesk - Windows Internet Explorer |Z”E|E‘

@.- 3~ |g, http:fibrt 1 fsitehelpdeskfindex.asp V| *2|| % | | £

b

: File Edt Wiew Favorites Tools  Help

e dhe I@sitehelpdesk I_l ﬁ - B @ ~ |k page - :J' Taols - @'

Login: admin [ |EECEESD All Open Calls K

CallNo. : |l »
No. Date Operator Category Status User Call Type Summary Last Update
& sitehelpdesk 7 M 03/11/2006 14:31:44 admin 1. Priority 1 Open Bill Buntin  Configuration demo 27/03/2007 14:32:40
- Home .13 M 07A11/2006 12:12:49 admin 3. Priority 3 Open  Charlie Chalk Configuration test of sla 27/03/2007 12:29:10
B Logout
i Help
& Call Management
Call Queue
My Open Calls
Team Open Calls
All Open Calls
New Call
Knowledgebase
Call Search
Follow-up Search
Attachment Search
Call Event Search

=8 Administration

&J Local intranet F N -

5.6 New Call

This menu allows you to raise a new Call. See Open a New Call section below if this is
part of your responsibilities.

Page: 10
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5.7 Knowledge Base

This area allows searches on key words to enable you to see previous helpdesk
requests with a similar issue to your own. The search may include those with the KB
flag ticked from the Call Update page (as well as Link descriptions and FAQ Q/A
descriptions) or all calls regardless of whether they are in the KB.

KB searches are also available directly from the @J icon within the Call update page.

(see updating a Call)

The search is based on keywords. i.e. it will return results where all of the individual
words entered in the search are either in the Summary, Problem, Event or Resolution
text (in any combination). Results include the Call Type/ Sub Type.

Hi nt You

ca

n al so

search
menu option which may then include calls not in the KB

aadh usidgtthe €dll Searchr |

e sitehelpdesk - Windows Internet Explorer

(]IS

- |g htkpefibrtLisitehelpdesk/index. asp

v [42]| % [rtiefield quidrord |

File Edt View Favorites Tools Help

P I%HOS‘EMWES" [@s‘tehewgskm[@sitehelpu..‘x @S\tehe\pdesk..‘lohelpdesksuuﬂ_l -

Login:  admin

call No. : [ #

=

sitehelpdesk

E Home

B Logout

B Help

BE-& Call Management
Call Queue

My Open Calls

All Open Calls

Follow-up Search
Attachment Search
Call Event Search

B Administration

- pease - (G Teck - @)

(5]

B

Knowledgebase

2

Keywords :‘

‘ O koaseonty @ anlcals  © Search

[“IKbase [IFAQs [#Links

Search Results

Knowledgebase

Mo. Date Call Type  Sub Type Summary

20 14/08/2007 0%:50:22 Configuration Installstion st
91 14/09/2007 0%:53:23 Configuration Installstion st
FAQs
ID Last Updated Call Type Sub Type Question

1 26/032001 07:30:55

Hardware  Frinter

Links

Group Description

Activity Dashboard  Monthly Summary by Category
Activity Dashboard ~ Open Calls by Call Type

Activity Dashbosrd  Open Calls by Categony

Adding & networked printer to your PG,

02009 sitehelpdesk.com Ltd
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5.8 Call Search

This allows you to search for a specific group of requests and open them. This may be
used in conjunction with KB searches to find information about past resolutions.

Note: You can opt to include a call in the KB searches next time by checking the
6l nclude in KB6 box even when a call is

5.9 Follow up search

This menu allows you to search for all Follow-ups (diary actions and reminders) that
have been booked to a request. See Updating a Call.

You may use this if a colleague is off sick to ensure their work is covered in their
absence.

5.10 Attachment Search

This allows you to search for a specific attachment by description and file name and view
the file contents. See Updating a Request on more information on Attachments.

5.11 Call Event Search

This allows you to search on the descriptions of specific types of events and shows the
requests that have those events.

Page: 12
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6 Tools Menu

This menu allows you access to areas containing relevant information for you to
complete call requests.

6.1 FAQs

Frequently Asked Questions, or FAQO0Os, are those
by the end user and do not usually require support calls to be logged.

Management of skokadietherAdmjnistratioa menu.

If have access to the Administration menu then you will be given the opportunity to
convert a call to an FAQ during Call based FAQ searches.

6.2 Links

This menu contains links to other files or web pages that may be of use. The links may
to files on your network or company or external web sites. Reports and graphs
generated from the helpdesk may also be saved as Links for real time reporting.

Think of this as the OFavouriteso6 rbcess. your depar
Individual links may be given to staff as well. The Administrator will need to set up these

Links and identify if each one is also to be made available to the end users. They may

be configured to open in the same or new a browser window.

6.3 Change Password

This allows you to change your password. It is recommended that every Operator do so
periodically and the first time that they login to the application.

6.4 Contacts

Provides a searchable list of all the Users held within the Application. This has email
links and there is the facility to link to their photograph as well.

Page: 13
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7 Call Update Page

This covers the areas that you can or cannot update, and what needs to be completed to
ensure the Request is handled successfully to completion.

Any selection of a Call id from Open Call lists or via Call Searches or the KB search
option will all bring you to the same Call Update screen. Call information is grouped
under 6 headings; Call Details, Date/times, User Details, Additional Information and
Actions.

Login:  admin rE-l Call Update _?J
Call No. :- £ Call Details Date / Times
No. : 4 [[JUrgent [Jinc. KBase é] EJ Date : 04/20/2010 14:01:25
Summary - Need Help [l]J Response :
Description - can't Print o Close -
9]
o] User Details
ol User : Angela Appleton & Phone : 0171 144324
3] 5 Site : Paris v Q Department :  Human Resources + @
1 New Call Call Status
B Knowledgebase Call Type - Hardware - Sub Type - Printer > Q !._J
g & | Operator : Jeremy () ~ @ Priority : 3. Medium o
‘£l Follow-up Search
il Status - Open -
[ Attachment Search
€ Call Event Search Call Actions
Tools Events : Date Added | Added by| Event Comment 00:00 Fix time
= ANgONE €)(04/20/2010 [sdmin  |Call Logged 0000 .
: Reports User / Sys 14:01-25 Est time
B@8 Administration
Resolution : -
[Update | [ SpellCheck | [ Attachments | [ Followups | [ NewCal |

Note: If you make changes to the Call update page content and selection (other than
via Event entry then you must click on the Update button for them to be saved.

Page: 14
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Call Details:

7.1 Number

The Call id number is allocated automatically by the system.
7.2 Urgent

Tick this box to flag this call as Urgent i this helps to elevate above other calls with the
same SLA priority and is indicated by a red ! on the call lists.

7.3 Incin Kbase Field

If the request would be useful for future resolutions then this field can be ticked to
include the Call details in searches over the Knowledge base.

7.4 Print details icon

=

EJ Using the Print detail icon allows you to see all the details of the request and print
them off from your local printer, using the File, Print option. This is useful as a worksheet
if you need to visit the requestor to resolve their issues.

7.5 Linked Calls

EJ Allows you to link to other tickets and provides a list of all calls to which this ticket is
0 L i n Khe ohaster call ticket will display a link icon &1 next to them in the call lists and
on the Call update page. Calls may also be linked upwards to a Master call.

{= Linked Call - Windows Internet Explorer E]E|E|
Linked Calls 2
Complete : 0.00 %  Total Time : 0.00 Hrs  Total Est. Time - 0.00 Hrs

MNo. Open Date Close Date Operator  Status Time Est.  Summary
22 07/11/2006 13:55:18 admin Open  00:00 00:00 RE: 30 - EMLmonitor test?
A 17 07/11/2006 13:55:07 {assign to} Open 00:00 00:00 EMLmonitor test1
£ >

You may click on a related call id to open it. You may use the add button to link more
call to this one (the list will contain only calls that are not currently linked) or remove
existing links by clicking on the red X.

1
A call with links associated (to or from a master) will display a tick in the link icon. gj
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Note: you may also create a linked call ticket using the New Call button and Template
calls.

You are given the choice to close all related calls when the master call is closed, with the
same resolution text being automatically entered in all the related linked calls.

7.6 Summary Text

This is the Title of the Request which may be up to 100 characters long and is used in all
email communication by the system. The emails include the Call id which is critical for
EMLmonitor to be able to relate replies to the original ticket. Therefore, do not edit the
subject line if sending event Actions as an email.

7.7 Search Knowledge Baseicon

g Opens the KB search window and passes across the summary line text. The search
may be refined and based on key words or the exact phrase and then a selection made
if a useful resolution is found. The resolution is then appended to this Call. The search
also allows you to select all calls regardless of whether they have been flagged for KB
inclusion.

Search Knowledgebase and FAQs

Search : () Kbase only @) Al Calls

0 Contains all words ! ! Exact Phrase

Call Call Type SubType Description Resolution

&) 1 Configuration Installstion  Print jobs just staying in print queue. Mot printing  stopped and restarted
on HP Laserjet 4. spocler service

&) 2 Hardware Modem Installed new modem, but not recognised by
operating system

&) 2 Software Email beeps three times and fails to start
FAQ Call Type Sub Type Description Resolution
&) 1 Hardware Printer Adding &8 networked Click on Start, Settings, Printers. Select Add Printer and
printer to your PC pick Network Print Server. Select network location and
printer.
Add FAQ

If have access to the Administration menu then you will be given the opportunity to
convert a call to an FAQ during Call based FAQ searches.
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7.8 Description text

This shows the description of the initial Incident or request as outlined by the Requestor.

Date / Times
7.9 Date Field

This shows the date and time that the call was opened and the SLA clock started
running.

7.10 Response Time

This is used for the calculation of Response times against Service Level Agreements.
The Response time is set by selecting a new Status for the Call to indicate that work has
commenced, usually a statusof 6 | n P r io seleated as&oon as the Operator picks
up the ticket to work on it.

7.11 Close Time

This is used for the calculation of Fix times against Service Level Agreements. The
Close time is set by selecting the closed Status for the Call which indicates that work has
been completed and the ticket resolved.

7.12 Due Date

This is an optional field that may also be made available to End Users. The general

purpose is to record when the call request actually needs to be completed, regardless of
any SLA category thresholds. You may use the calendar icon to select a date.

E Calls with a due date will be displayed on your welcome page before they are due.
User Details

7.13 User, Phone, Site, Department

This information is relevant to the requestor and may have been changed from their
defaults in recognition that people do move around and support may be required in a

different location to where they normally reside.

The user details and photo (if present) are available by clicking on underlined User text.
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