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Overview-1

The new Service desk (Ver.Oct.2012) is a functional upgrade
over the Ticket based Helpdesk currently in-use (Ver.Jan
2012)

The application has two components:
1. Windows desktop client
2. Centralized web application.

This arrangement allows you to choose one of two ways to
create, track and manage support tickets.



Overview-2

Thg (\éVindows Client (desktop application) needs to be installed on your laptop
or PC.

The centralized web application is hosted at
http://support.microsenseindia.com/Servicedesk

The two applications complement each other.

The windows desktop application allows you to create new tickets, and have
access to tickets created/replied/closed in the last seven days (from current
date). The intention is to keep the record size small and manageable on your
laptop or PC.

However on the centralized server, all tickets (new, replied, closed) are
available.

Users can use either application as convenient.

NOTE: For first two weeks (till 1 Nov 2012) , we recommend that everybody
uses the desktop client because it includes all the basic features.
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To install the desktop application on your PC.

Download the setup file from the online server. Login to
http://support.microsenseindia.com/Servicedesk/Downloads

There are separate setup files for installing on C, D, E and F
drives. Decide on which drive on your laptop/PC you wish to
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Consider you choose to install on the D drive. You must download
the setup file which ends with 'DColon'.zip. To install on E drive,
you must download the setup which ends with 'EColon'.zip

If your laptop or PC uses some other drive letter, please contact
sw team (msplteam@microsensesoftware.com).
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After installation, you will see the service desk icon in the
system tray. Right click or double click the icon to open the
login window.

Upon successful login you will see
Menu option: Tickets
Sub-menus

» Create Tickets,

« View Current Tickets,

* View Closed Tickets
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This document includes steps to:

» Create a new ticket,

* View existing tickets,

« Respond to a ticket,

» Escalate ticket;

* Close ticket,

» Report the ticket as an incident,
« Change your login password,

e Search for details
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Status Indicator with desktop client:

« Soon after you create and submit a new ticket, the service
desk icon (in the system tray) changes to a flashing icon.

« Once response is received, the icon changes to stable blue
color. (Note: Ticket status is no longer new when a response
IS received)



Overview-7

Benefits of using the Desktop Service desk:

The hotel helpdesk and central support teams (NOC/SW Teams) do not
have to stay logged in to the centralized website and keep refreshing the
web page to check for updates.

The desktop application polls the centralized server periodically and
fetches updates. This will allow the users to focus on other important work.
It provides all the functionality of the web application.

The desktop can be used by other teams too, if convenient for them. |t is
not restricted to NOC/SW/Hotel Helpdesk.
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Benefits of using the Centralized Web enabled Service
desk:

« The centralized service desk site allows users to login and
access all records that match their profile/roles/responsibilities

« This could be particularly useful for supervisory staff,
managers and clients.

* Logged in users can create new tickets, reply or escalate.



Login

Please enter the user name and password
Click on Ok or press Enter

Second image showing the progress bar for log in.

Microsense

User name

gardenia

Pazsword

HMENNNEENEEY

Microsense use name

| gardenia |

Pazsword




Menu

The top Image shows the menu for a Help Desk Engineer — Only Ticketing System
The middle Image shows the menu for Call Logs (for the Hotel Support team only)
The bottom Image shows the menu for Incident Reporting (for the Support team)

Create Tickets
' View Current Tickets
View Closed Tickets

Service Mame

|

Log Call
' View Current Call Logs
. View Closed Call Logs

Incidents

Fill Incidents
- . View Current Incidents
cident e View Closed Incidents

|

Cli

|5 gardenia BLF



Post a Ticket

From the Tickets menu, select Post Ticket.
For the HDE user, the hotel is automatically selected.

Select the Service and Support Category Names, enter a Subject which suits the ticket you are

entering, explain in the message what support exactly is required, add attachments, if any, and
post the ticket by clicking the button.

/"'\ i D k Call Logging, Incident Reporting, L
i Y SEFV ce ves Y [E}? Control Panel | [: Mlﬂlrl'l'IIEJ [@ Logout ]

Escalation &Tracking

4 Powered by Microsense

Uszer Hame: gard

Create Ticket

Service Mame |Sw-f-‘«pp|ications B Services Vl
Support Category Mame |SW—Gu95t Login Page Related Vl
Subject |Bi|| Posting| |
Message Dear SW Team:

A guest in RN 2012 is ready for check-out, There are two
Internet hills posted to his folio: one on Oct 3rd, and a second
bill on Ot 6th.

Our appliction shows only the bill of Oct 6th,
Please check and send us your analysis soonest possible,
Thank you

Kiran
ITC Gardenia Helpdesk

—_—
© Post Ticket

Attachment |




View Current Tickets

e From the Tickets menu, select View Current Tickets.

e Current tickets are displayed in a window.
You can view the details by clicking on the respective Ticket ID, respond to the ticket. And when
required: escalate the ticket, or report the ticket as an incident. When task completed: close the

ticket. Use the Search feature.
/3 Service Desk Call Logging. Incident Reporting, ([ controtpanet | (@ Minimize | (@ Logout |

@ / - Ticket Based Support,
—  Powered by Microsense Escalation &Tracking m Uzer Hame: gardenia

Current Tickets

- | Created . . : Created Last viewed | Last Lpdated Escalated | | Report s |
TicketID By ServiceMame | SupportCate; Subject an By EESDDndEd on (7o Escalate TSRt Close
5 | by |HW-Assets ... | HW-Equipm... IR o/27/2012 ... | ahy ' : ' It : - ' ']

4 | By |HW-Bssets .. HW-Equipm.. well done | 9/27/2012 ... |Ahy | ™ ] >




View Tickets (Current and Closed)

e When you click on the Ticket ID, a new window will open (as shown below). This will show the
Ticket details.
e Attachments if any, will be shown in green color on the right side of the open window.

e Double click the attachment to open.
/3\: SEFViCE DESk Call Logging, Inoident Reperting, [E}?Contml Panel] [n Minimize] [@ Logout ]

Ticket Based Support,

Powered by Microsense Escalation &Tracking _

Ticket Description

B Ticket Details

| Report As

TicketID . g;eated | Incident | et

e | gard 1 @
873 jgard o ]
872 |3 )

__gard

Thread 1: Created by gard at 10/16/2012 5:19:52 PM

Dear 5w Team:

& guest in RN 2012 is ready for check-out. There are two Internet bills posted o his folio: one on Oct 3rd, and a second bill on Oct 6th,
Our appliction showes only the bill of ot 6th,

Please check and send us vour analysis soonest possible,
Thark you

Kiran
[TC Gardenia Helpdask




Respond to Ticket

e You can respond to the ticket by clicking on Respond button from the previous page

e For responding to the current ticket, the option for Status (as shown in the image below) is not
available. Status is displayed only when responding to a closed ticket.

l

3\ Service Desk

Powered by Microsense

Ticket Based Support,

Ticket Description

B Ticket Details

TicketlD g;eatEd T?c_km_ — - .
Ticket Support Category Na
874 gard Client Name
873 gard Ticket Status
872 gard Escalated Status
I Meszzage Threads 1

Thread 1: Created by gard at 10/16
Cear S\ Team:

4 guest in RN 2012 is ready for ched
Cur appliction shows only the bill of

Flease check and send us vour anakd

Respond to Ticket 8§74

Call Logging, Incident Reporting,

Escalation &Tracking |

874 - Bill Posting

CLA—| 1 1 ngin [

Meszage

Dear Kiran.

Flease check if the guast was checked inta anather room before
Octaber Bth,

There is & chance that he was in a different room and used a different
coupon on Dotober 3d,

e will alen vernify and get back with more details.
Thanks and Regards,

Abraham Chacko
Software Team, Bangalore.

T 1

| [ Controt Panet | [ (@) Minimize | (@ Logout | |

nodent . Close
r © |
F ° |
F 3

Thank you
Kiran
ITC Gardenia Helpdesk Attachment
—
—_

rd, and a second bill on Oct 6th,




Escalate a Ticket
o If the ticket has not been responded for a while (maybe a day or so), and the requirement is of
high priority, the user can escalate the ticket to a higher authority.

e This can be done by selecting the Escalate image available in the third last column of the
respective ticket in the table. Once the new window opens, select the Type of User, respective

User Name and Escalate.

Call Logging, Incident Reporting.
Ticket Based Support,
Escalation &Tracking

(a\ SerViCE DESk [[}Contml Panel} [u hfinimize] [@ Logout J |

'
=" powered by Microsense e

et ST -y

sc-alate Ticket
Ticket ID 5
Sub:MsgBox - Ticket

®

User Type | 5OFTWARE SUPPORT

]

Lser Name v

: Created ’ ' ; Created Last viewed | Last Updated Escalated Report As
TicketID By ServiceMame | SupportCateg Subject an By EESDDndEd on To Escalate e Close
i | sy |Hw-Assets ., .HW-Equipm...éMsgBDx -Ti.. 59;‘2?‘;’2012 ... | gardenia . : - ™ . = (%]
4 | by |Hw-Assets ... HW-Equipm... | Well done | 9/27/2012 ... |aby ™ = (<]




Report as Incident

e Report the ticket as an ‘Incident’ when you know it has caused a negative impact in the
location — this could be an issue with internet link/bandwidth, any hardware, router, network,
software, guest complaints.

Click the second last column of the respective ticket in the table.

e The reported incidents will be shown as a Red Flag and cannot be further reported. Green Flag
indicates the ticket is not an incident. If required, you can report the ticket as an incident

( 2 Service Desk Call Logging, Incident Reporting, L Control Panel J [n Minimize | [@ Logout |

Ticket Based Support,

\\.__.4" H : i
Powered by Microsense Escalation & Tracking m User Hame: gardenia

Current Tickets

: | Created . ' . Created Last Viewed | Last Updated Escalated | Report As
TicketID By ServiceName . SuppartCate; Subject on By Eespunded on o Escalate TR . Close
5 laby (HW-assets .. HW-Equipm... MsgBox - Ti.. |9/27/2012 ... gardenia | . |aby | ™ (<]
4 |aby |HW-Assets ... HW-Equipm... \Well done | 9/27/2012 ... |Aby | | | | | E | @

Report Ticket as Incident

\?/ Are wou sure you want to Report the Ticket - 5 as an Incident

fes l [ [§a]




Close Ticket

Call Logging, Incident Reporting.
Ticket Based Support,

/o Service Desk

%

Once the request reported in the ticket is completed/resolved, you can close the ticket
Click the Close image available in the last column of the respective ticket in the table.
Once closed, ticket will not be available in this window, but it will be available in Closed Tickets

window. It can be re-opened if required.

[Eﬂ Control Panel J @ Minimize] [@ Logout j
m Uzer Hame: gardenia

-/ )
== Powered by Microsense Escalation &Tracking '
Current Tickets

: | Created | . | | . | Created | Last viewed | Last Updated | Escalated | Repartas |
TicketID B ServiceMame | SupportCater Subject o o Eesponded an To Escalate G Close
5 Aby \HWi-Assets .. HW-Equipm... MsgBax - Ti.. |3/27/2012 ... gardenia (9/27/2012 ... Aby ™ » IS
4 | by EHW—ﬂssets <o [HW-Equipm... | \Well done 59,-‘2?,-‘2012 .. | Bhy ™~ P‘ | 0

Close Ticket

\:.:) Are you sure you want ko Close the Ticket - 5

o




View Closed Tickets
e From the Tickets menu, select View Closed Tickets.
Closed Tickets corresponding to the user can be viewed in the closed tickets window.
The users can view the details by clicking on the respective Ticket ID, respond to the ticket,
report the ticket as an incident, search and close the ticket.

~ Service Desk Col Lopging. Inoiduat keporting, [E} Control Panel | Fﬂ Minimi:e] [@ Logout J
'\\ /,: Ticket Based Support, =

== Powered by Microsense Escalation &Tracking Uscr Mame: qordeni

Closed Tickets

: | : | | : | Last viewed | Last | REpoOrt A3
TicketID . Created By . Servicerame . Suppurt(:ategurl Subject Closed By | Created On By | Responded By | Updated on | Feidene
5] |Aby |HW-Assets [ E... éHW—Equipmen... MsgBow - Ticket [EREERIE |9/27/2012 1:0... gardenia |9/27j2012 412, | =
3 | &by |Hw-Assets [ E... éHW—Equipmen... §W0rkin? | &by |9/a7/2012 12:... | sby | ;9;‘2?!2012 12| -
al | by |Hw-Assets / E...|HW-Eguipmen... | Testing Ticket ... | Aby 19/27/2012 12:... Aby &by |9f27/2012 12, | e




Search Tickets

e Search option is available for searching according to Group, Client, Service, Support Category
and Ticket ID.

e Note: In the image shown below, Group and Client is not available as the HDE user is attached
to a Client, hence, the user will be able to see tickets with respect to that client only.

(3 Service Desk Call Logging. Inoidant Reperting, ([ Conrotanet | (@ Minimize | (@ Logout |

Ticket Based Support,

- i
== Powered by Microsense Escalation &Tracking (—“ User Mame: gardenia

Closed Tickets

Service v | Support Category | v| Ticket ID :I
Al - - -

TicketID . |'L-'tL:. . Suppor‘tCategDrl Subject Closed By . Created On | E?St viewed . llig?;::unded By Updated On | ?ﬁgg;?s
'z I:-gardé-hia ului-N—I.r.wgernét Bt EIN—ISP Felate... [Rigle=lggl= at=]dula]HH -éjardenia o/27f2012 4:2....;g‘érdenia B -;-9,-‘2?,-’2012 4205 r
E f-‘«b\,r i.HW—ﬁssets FE Elll-IW-Equipmen... EMsgBDx - Ticket :Elrardenia 9,-‘2?;’2012 ik j"c_.lardenia . '::1.12?-,-;2012 4.2, P“
.3 -:Ab\,r :-HW—Assets gl éHW—Equipmen... él;v\u'urkin? m.i\by l:9,12?,f2012 12:...-:Ab\,r Ii é-9,-‘27-",-‘2012 i [ P’
E |any |HW-Assets / ... HW-Equipmen... Testing Ticket .. Aby |9/27/2012 12:...| by |aby Rz eRe I o




Change Password
e Select the Control Panel on the top right hand side to change your password.

[ SEWiCE DESk Call Lagging, Invident Reparting, Control Panel Minimize Logout
a = Ticket Based Support, [B’ ] [n } [@ o j
Powered by Microsense Escalation &Tracking | Uszer Name: gardenia

Current Tickets

. Created - - Created Last viewed | Last Updated Escalated Report 4s
TicketID By ServiceMame | SupportCater Subject e ‘ By Eespunded i To Escalate SRATaRE Close
2 gardenia Sw-Applica... |SW-Guest ... [[Halelsl==ls[=R0 ™ ] 9
4 aby HWwW -Assets .. |HW-Equipm...  Well done ™ f’ 9
Change Password

Old Pazzword

HRHRENRERNE

Mew Paszword

xxxxxxxxxxﬁ

Confirm Password

il

Fazzword should be minimurn 5
characters lang.

0ld Paszword should be comect.

Mew Pazzword should nat be the same
az 0ld Pagsword.

Mew and Confirm Pazzword should be
the zame.

It all are comect, the Save button could
be clicked.




Create a Call Log

From the Call Logs menu, select Log Call.

Select the Group, Client, Service and Support Category Names, enter a Subject which suits the call
log you are entering, explain in the message what support was expected, add attachments, if any,
and log the call by clicking the button.

Note: This is for the Hotel Support (NOC) team only

.’/‘3\‘- Service Desk Call Logging, Incident Reporting, [gvconmtpanel] @Minimi:e] [@ Logout ]

- - Ticket Based Support,
& D Aereceny Escalation &Tracking

User Name: ramu

Create Call Log

Group Mame [BLR-TECH1 v
Client Name [BLR_ITC GARDENLA v
Call Log Service Mame |Nomadix Support V|
Support Category Mame |A.M Enable/Disable "|
Call Log Subject |Restar‘t Momadix and Enable Af8 !

Call Log Message Amit from Gardenia called.,

Issue: Nomadiz having some issues.,
Date: 27-09-2012 5 PM

Action: Restart Momadix and enable AAA
Dane)

6 Log Call

Attachment i




View Current Call Log

e From the Call Logs menu, select View Current Call Logs.
e The users can view the details by clicking on the respective Call Log ID, add actions to the call
log, escalate the call log, search, complete and close the ticket.

\é) Ticket Based Support,
Powered by Microsense Escalation &Tracking | User Name: ram l

Current Call Logs

(@) Service Desk; | | cat Logsing. Incident Reporting. [ ControtPanel | (@ Minimize | (@ Logout |

Created oo | 3 ' : Completed | Created Last Updated Escalated
Call Log By GruupNamEi CI|entNamei ServiceMam Suppur‘tCati Subject By an R e Escalate Status Close
= by BLR-TECH... BLR_ITC ... |Antivirus ... |Installun... [HEEIEER Aby \9/27/201... | (9/27/201... | O o
4 by |SOUTH-W.., | BLR_ATRIA ISP Link .. |ISP-Band... Search | ‘9j27/201.., : ' [ ™ O




View Call Logs (Current and Closed)
e When You click on the Call Log ID, a new window will open (as shown below). This will show
the Call Log details.
o If there are any attachments available, it will be shown in green color right side of the text box.
e The user can double click the attachment to open it.

Ticket Based Support,

|f3\‘- Service Desk Call Logging, Incident Reporting, [B?Contmlpanel | [ﬂ Minimize | [@ Logout |

4 ;
== powered by Microsense Escalation &Tracking [ —

Tickets Call Logs Tocidante
Call Log Description

B Call Log Details
Call Log g;eated . gﬁdated _IE_gcaIated
1670 Famesh L0/17/201... .
1669 Jikku | 0/17/201..,
1668 Jikku s 0/17/201...
1667 | Jikku Message Thiead 1 0/17/201... |
1666 Ramesh Thread 1: Created by Ramesh at 10/17/2012 1:33:04 P j0/17/201...
1665 Ramesh el ramidies |0/17/201...
1664 l Ramesh Request to Install PRTS j0/17/201.. I
1661 Sam | 0/17/201..,

Action Taken: Installed PRTG and replied mail

1662 Sam | 0/17/201..,
1663 Sam 0/17/201...
1657 |Anoop L0/16/201... I
1658 Anoop L0/16/201...
1659 lAnoop l0/16,/201...
1660 Anoop L0/16,/201...
1655 _ Miranjan L0/16/201... ._
1656 Miranjan L0/16/201...
1654 Ramesh |0/16/201...
1653 Ramesh | L0/16,/201...
1652 _ Ramesh — — — _ _ Ml 0/16/201... ._
1651 Famesh REGIOMN_IMN.,, |DLH_ITC M... S%W-Bangal... | Coupon Ac.. |Coupon En.., (Ramesh 10/16/201... Famesh 10/16/201...
1630 Ramesh REGIOMN_IM... |DLH_ITC M... |SW-Bangal... |Access Cod... |Access cod... |Ramesh 10/16/201... Famesh 10/16/201...
1646 Sam _REGION;IN... [HYD_ITC K... |Nomadix 5., |445 Enable... |Meed to de... Sam 10/16/201... | |5am 10/16/201...
1654 Sam PEGCTO] TR (Ol TT A Sl P omnol fatut=t Cod fatut=t Cod Sam 10 e d20d S om 10 e 20




Escalate a Call Log

o If the call log has not been completed for a while (maybe a day or so), and the requirement is
of high priority, the user can escalate the call log to the appropriate person.

e This can be done by selecting the Escalate image available in the third last column of the
respective call log in the table. Once the new window opens, select the Type of User, respective
User Name and Escalate.

Ticket Based Support,

] [@ Logout ] 1.

il

I/ 3 hY SEI’ViCE DESk Call Logging, Incident Reporting, [E}? Control Panel T [a Minimize

J
- Powered by Microsense Escalation &Tracking _ {lsr

Call Log g;eated Grouphame| ClientName ServiceMam SupportCat Subject gsmpleted gtr'jeated "I:#?eSwEred By | g;r:;dated _IE_gn:aIated Escalate Status Close
3 .i\by ElE-LR—TECH...lE.BLR_ITC l;.ﬂntivirus liInstall,-’Un...“:lMngn:ux - fl\by i E.'Z-J,-'E?‘,-‘EDI... ;“9,-'2?[201... O 9
& Aby  |SOUTH-W. BLR ATRIA ISP Uink . |ISP-and.. |Search | |9/27/20t..| |~ | @ |
Es;:alate Call Log £
CallLogID 4
Sub:Search

User Type | CENTRAL TECH SUPFORT v

UserMame | w
Il

5 E scalate




Complete a Call Log

o If you think the call log is completed, you complete and close the call log.
This can be done by selecting the Status image (which will be in Red color) available in the

[ J
second last column of the respective call log In the table.
e Once the status is completed, the status will turn Green and the close button will be available.
D Service Desk Cal;Lig?:g-Idnzldentnﬂepurling- [E}Canmlpanel] [ﬂ Minimize] [@ Logout ]
/ icket Based Support, = -
= Powered by Microsense Escalation &Tracking m User Name: ramu

Current Call Logs

Created freen [ : | : ' Completed | Created Last | Updated Escalated
Call Log By GroupMame ClientMame ServiceMam SupportCat) Subject By on | viewed By | On o E=calate Status Close
E aby \BLR-TECH... BLR_ITC ... |Artivirus ... |InstallfUn... MsgBo - ... Aby |afe7szon... | \9/27/201... | I | @& | ©
e by |SOUTH-W... BLR_ATRIA ISP Link ... |ISP-Band... |Search | |9/27/201... | | ikku

Complete Call Log

? p'- Are you sure you have successfully completed the Call Log - 4

[ ves || mo




Close Call Log

e Once the call log is completed, the you can close the call log

e This can be done by selecting the Close image available in the last column of the respective call
log in the table.

e Once closed, it will not be available in this window, but it will be available in Closed Call Logs

window.
I/ 2 Y SEI’VICE DESk Call Logging, Incident Raporting, [[\3? Control Panel J [a Minimize} [@ Logout ]
-\_/;’ X Ticket Based Support,
Powered by Microsense Escalation &Tracking - User Name: ramu

Current Call Logs

Created e ] | | : Completed Created | Last Updated Escalated
Call Log By _ GruupNamEi CllentNamef SEFVICENEIITIi Suppur‘tCat: Subject By on Viewed By | On Ta . Escalate _ Status I Close
4 Aby |SOUTH-W... BLR_ATRI& ISP Link .. |ISP-Band.. Search  |ramu |9/27/201... | |9/27/201... |jikku e~ | e IEN
3 | By |BLR-TECH... |BLR_ITC ... |Antivirus ... |InstallfUn... |MsgBox - ... |aby |9/27/201... | |gf27/201.., | | [ O [ %]

Close Call Log

\ ? ) Are you sure you want ko Close the Call Log - 4

L fes ] [ i) ]




View Closed Call Logs

e From the Call Logs menu, select View Closed Call Logs.
You can view the details by clicking on the respective Call Log ID, and search for call logs.

- Service Desk Call Logging, Incident Reporting, Control Panel Minimi L (s
@ - Ticket Based Support, [E}’ = i ] [c m"m“] [© i J |
Powered by Microsense Escalation &Tracking | m User Mame: ramu l

Closed Call Logs

Call Log g;eated GroupMarme | ClientMame | ServiceMame | SupportCater Subject ‘ gsmpleted grr’jeated E?St Viewed | ELDSECJ ‘ g[rj-ldated E;calated
4 |aby SOUTH-WE... |BLR_ATRIA ISP Link Rel... |ISP-Bandwi.. 19/27/2012 .. [ramu 9/27/2012 ... | jikku

2 by BLR-TECH,... BLR_ITC GA...|Antivirus Su...| Installunin... Calls gettin... aby  |g/27/2012 .. by 9/27/2012 .

il |aby BLR-TECHL,... !E.LR_ITC Ga.., |antvirus Su... | Install/Unin... |Call Log |aby EE—J;’E?IZDIE oAby | Aby §9f2?f2012 .o | bikram




Search Call Logs
Search option is available for searching call logs according to Group, Client, Service, Support

Category and Call Log ID.

Call Logging, Incident Reporting, [[} CnntrolPanel] [u Minirnize] [@ Logout ]

C Service Desk
Ticket Based Support,
. Uger Name: ramu

Powered by Microsense Escalation &Tracking \
Closed Call Logs
v| calllogm ||

v| Support Category |

Group |SOUTH-WEST-G&2 ¥ | Client | v| Servies |

Al

SOLUTH-AWEST-SAART B ; : Completed Created Last viewed @ Closed Updated Escalated
Call Log By gtgigg:? ClientMame | Servicelame  SupportCater Subject ‘ By an By By on Ta

2 I . . T

4 &by SOUTH-AE. . [BLR_ATRIA ISP Link Rel... |ISP-Bandwi... B=EHs ramu Qf27/2012 .. ramu Qfe7fen1z ... |jikku
2 Bhy BLR-TECHL,... |BLR_ITC GA,..  Antivirus Su... | Install/Unin... !Calls gettin... iﬁlhy Qf27/2012 .. Aby Qf27ie01z2 ..
213 Ay BLR-TECH1,... 'E.LR_ITC GA. [Antivicus Su.., | Install/Unin... [ Call Log |.-'3.b5-’ EQIZ?;’ZDlZ o By Ahy 59;'2?,"2012 . | bikram




Change Password
e Select the Control Panel on the top right hand side to change your password.

— 1
- 1 Call Logging, Incident Reporting,
2 Service Desk g Lo e e (D concrotpanet ]| (@ Minimize | (@ Logout |
Powered by Microsense Escalation &Tracking .

User Name: ramu l

Current Call Logs

Created . - I ' Completed | Created Last Updated Escalated
Call Log ‘ By ‘ Grouphlame Clienthame| ServiceMam 5uppDr‘tCati Subject ‘ By ‘ on viewsd By | On Ta Escalate Status Close
5 ramu \BLR-TECH... BLR_ITC ... Nomadis ... i & O
3 | by \BLR-TECH... | BLR_ITC ... |Antivirus .. g9/27/201... O o

Mew Password

Confirm Password

Fazsword should be minimum 5
characters lang.

0ld Pazzword should be comrect.

Mew Pagzword should not be the zame
az Old Password.

Mew and Confirm Pasaword should be
the zame.

If all are correct, the Save button could
be clicked.




Fill Incident

e From the Incidents menu, select Fill Incidents.
e The users (the support team) can view the details by clicking on the respective Incident ID, fill
the incident, and search for incidents.

Ticket Based Support,

Powered by Microsense Escalation &Tracking | m User Hame: Aby l

Fill Incidents

@ Service Desk Call Logging. Incident Reporting, ([ Controtpanet | (@ miimize | (@ togout |

Incident | For Ticket ID ‘ Created By | Client Name ‘ Service Name E]L;Enpeur‘t SELEUnE | Subject Created On

= |gardenia |BLR_ITC GARDENIA HwW-Assets f Equipm... |HW-Equipment Purc... SEEEEEESESITEEE Q272012 4:24:56 PM
4 i} | &by | BLR_ATRIA, HW-Assets f Equipm... |HW-Eguipment Purc,.. |Search |gf27/2012 1:06:20 PM
2 '.i‘«b\,r 'E.LR_ITC GARDEMIA Hw-Assets f Equipm... |HW-Equipment Purc... |Waoarkin? Q272012 12:32:40 ..,




View Fill Incident
e When you click on the Incident ID, a new window will open (as shown below). This will show
the Incident details.
e The Incident details should be filled by the user. Click on Save.
e Note: Actions Taken can be entered on a later stage. (Not compulsory to enter now)

Ifa SEWiCE DeSk Call LDQQ'”Q' Incident Reporting, E}’Eontml Panel | u Minimize ] [@ Logout |

\ —

4 _ R N =T e R, B s, . ——
=" Powered by Microsens[gBl=ra0] 3¢ |EE——

Tickets: Call Logs

Incident For Ti - Created On
2 5 Q272012 4:24.56 PM
4 = Mezzage Threads 1 9/27/2012 1:06:20 PM
2 3 Thread 1: Created b 9/27/2012 12:32:40 ...
; T Regards, I |

il

Sewvenity | BLOCKER - PREVEMTS FUMCTION FROM BEIMG USED, NC v_i Priority EHIGH |

Impact Actionz Taken

The rouker was nok responding properly and it affected the whole internet Router was changed and the configuration updated onto the server and

solukion, database.|

Attachment i | m




View Current Incidents

e From the Incidents menu, select View Current Incidents.
e The users can view the details by clicking on the respective Incident ID, add actions to the
incident, escalate the incident, search and close the ticket.

(’2\ SEFViCE DESk Qell Logang, Anoicest ke porting, [E}Ccntﬂ:lhnel] [c Minimize] [@ Logout J |

Ticket Based Support, -

= powered by Microsense Escalation &Tracking f

Current Incidents

; For Ticket | Created | Client | Service Support | ; e ; | created | Filled By | Last | Last ' Updated
Incident ‘ D ‘ By R g Category ‘ Severity | Priority | Subject o e Respondet Escalated ‘ Escalate | Close o
4 & by |BLR_ATRIA HW-Ass... HW-Equi.. BLOCKER |HIGH N /2720, |fhy aby | @  |927/z0.
3 4 \aby |BLR_ITC ... HW-Ass... HW-Equi.. TRIVIAL  MEDIUM |Well done |9/27/20.. |Ahy by Charles | (™ ©  |gzreo..




View Incidents (Current and Closed)
e When you click on the Incident ID, a new window will open (as shown below). This will show
the Incident details.
o If there are any attachments available, it will be shown in green color right side of the text box.
e The user can double click the attachment to open it.

Ifa SEI"ViCE DESk Call Lugg'”g' Incident Reporting, E}?Control Panel | a Minimize | [@ Logout J

b Powered by Microsens{at gy @iy =i = () [ e: Aby

B Incident Details

Tickets Call Logs

: For Ticket | Creat] . Updated
Incident O By late Close on
4 6 \ahy | & @ o/
3 4 [ aby ks L ] 9/27/20...

Meszage Tﬁleads 1
hread 1: Created by Aby

Regards,
sb

Impact and Actions Taken

Thread 1: Impact - Created by Abw ab 9272012 1:06:20 PM
The router was nat responding properly and it affected the whole internet salution,

Thread 2: Responded by ab
Router was changed and the configuration updated onto the server and database,

i




Create an Action for Incident

e You can create an action for the incident by clicking on Reply button from the previous page.

@ Service Desk Call Logging. Incident Reporting, | E}Cnntﬂ:l?nnel

Powered by Microsens{ui- cide

B Incident Details

Incident 3
Ticket 4 - Well done
Service Mame 'E-EW -Assets / Equipment
_ For Ticket | craat Support Category Name _i-iW--iEs;uégimem Purchase/Replacement
UiHaen | ID ‘ By client Name BLR_ITC GARDENIA
2 |4 I,&E\; Priority Ereat.e an action for Incident 3 ]

Severity

Message Threads 1

Meszage

Thread 1: Created by sby
Seems like everythin is working fine This waz carected and updated an the zerver.

Attachment

Impact and Actions Taken

Thread 1: Impact - Created b Abey akb 9727 ——
Its good, O Reply

= — .

Thread 2: Responded by Ab
Perfect

@ Minimize | @ Logout |

ser Name: Aby

Updated
! late Close | on
kd [ ] 9/27/20. .,




Escalate an Incident
If the incident has not been completed for a while (maybe a day or so), and the requirement is

[ J
of high priority, you can escalate the incident to the appropriate person.

e This can be done by selecting the Escalate image available in the third last column of the
respective incident in the table. Once the new window opens, select the Type of User,
respective User Name and Escalate.

I/' > N SEWiCE DESk Call Logging. Incident Reporting, [B? Control Panel} [n Hinimize_] [@ Logout ]

@/; Ticket Based Support,
- Powered by Microsense Escalation &Tracking _ ik

Tickets: Call Logs Incidents

: | For Ticket | Created | Client Service Support ; e : Created  Filled By | Last | Last Updated
Incident | By Fiame s Category | Severity | Priofity Subject 2 e Responder| Escalated | Escalate | Close e
4 |6 | &by |BLR_ATRIA |HW-Ass... |HW-Equi... BLOCKER |HIGH |Search  |9/27/20.. |Aby | Ay | | ~ | @  |oerieo..
3 |4 | &by |BLR_ITC ... |HW-Ass... |HW-Equi.. TRIVIAL |MEDIUM  |well done |9/27/20.. |aby | Aby |Charles | ™~ | @ |90

scalate Incident E]]
Incident ID 4
Sub:Search
UserType | REGIONAL TECH SUPPORT v

UserNarme |




Close Incident
Once the necessary actions are taken to resolve the incident, you can close the incident.

[ J

e This can be done by selecting the Close image available in the last column of the respective
incident in the table.

e Once closed, it will not be available in this window, but it will be available in Closed Incident

window.

| (3 controt Panet | (@ Minimize | @ Logout | |

Call Logging. Incident Reporting,

Ticket Based Support,

/3 Service Desk

\' > Powered by Microsense Escalation &Tracking
Current Incidents

: | For Ticket | Created | Client | Service Support | - o : Created  Filled By | Last Last | Updated
Incident | ;o By i ' Name Categor\,r Severity | Priority Subject B liear ¥ Respondec Eccalated Escalate Close O'rjw
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View Closed Incidents

e From the Incidents menu, select View Closed Incidents.
You can view the details by clicking on the respective Incident ID, and search for incidents.

(73 Ccntﬂ:lpanel.] [ﬁ Minimize | [ (@ Logout |
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Search Incidents

e Search option is available for searching incidents by Group, Client, Service, Support Category
and Incident ID.

& |

@ Service Desk Rall Lpging. Znvlaat Reporting, (2 controtPanet | (@ Minimize | @ Logout |
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Change Password

Select the Control Panel on the top right hand side to change your password.

=

@ Service Desk

Escalation &Tracking

Call Logging, Incident Reporting,
Ticket Based Support,
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Notes

» Click on the Minimize button to keep [ [2 controtPanel | [ @ Minimize | (@ Logout |
the application I‘unning in the System tray. W User Mame: gardenia
e (Click on the Logout button to log out.

e HDE Users can access only the Ticketing System
e Hotel Support can access Ticketing, Call Logs and Incident Reporting
e Software Support can access Ticketing and Incident Reporting

e The HDE Users can see tickets for the respective hotel only.

e The RTS (Reg Tech Support) Leads and Managers can see the tickets for the Region or Group
they are assigned to.

e The Support Users can view tickets for the Services and Support Categories assigned to them.
e Multiple attachments can be uploaded for any ticket or its responses.
e Escalation should be made only when necessary and not for all tickets.

e Any type of User can create, respond and escalate a ticket for a particular hotel, but, the user
should be attached to that hotel.

e The Closed Tickets will be available in the View Closed Tickets window only for a week.



