HEROTEL Automatic Escalations On Help-Desk Tickets (Beta)

Automatic escalations on help-desk tickets have been added in version 1.21.12.

Various improvements on the automatic escalation feature has been added in version
1.21.14.

Escalation rules are executed based on the department and category a ticket is currently in.

Automatic escalating tickets are especially useful when there is a signed service level
agreement between the customer and the company about how quick tickets needs to be
sorted.

Add an escalation rule

Go to Workflow, Helpdesk, Setup, Escalation Rules
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Add a new Escalation Rule

Escalation Rule Details

Title

Comment

Department

Helpdesk Categories

Priorities

Execution Delay

Escalate

Escalate Department
Escalate Category
Escalate User

Notify User

Cancel

Account Enguiries

Account inquiries should not be |eft unattended for
longer than & working hours, then it needs to
escalate to the accounts manager.

Accounts v

This rule will be limited to this department

| % General Enquiry |

Limit the Rule to certain Helpdesk Categories

|% Low | | Normal |

Limit the Rule to certain Helpdesk Priorities

6 Hours =

This iz the delay before this rule to be applied to tickets.

Yes

Accounts =
Accounts Management =
ol e .
“darpery Mewreies Linrmy dee X |¥

Add Helpdesk Escalation

Title: This can be anything. This is just to easily identify the rules.
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Comment: More information on why the escalation is needed.
Department: Department the ticket(s) is in that needs to be escalated.

Helpdesk Categories: Categories the ticket(s) is in that needs to be escalated. This is
optional. If left blank, the rule will apply to all categories in the department field.

Priorities: This is optional. If left blank, the rule will apply to all priorities.

Execution Delay: This is the time delay until the rule will apply to tickets. The time is
calculated from the latest updated date on a ticket. This may be the ticket’s creation date /
last updated date / last escalated date.

Escalate: Turn escalate on or off. An escalation rule can either escalate it to an admin user
or just notify an admin user, or both.

Escalate Department: The department the ticket should get escalated to. This is usually
kept as the same department with only the category and user changing. But it is possible to
escalate a ticket to another department.

Escalate Category: Helpdesk category of the department selected in the escalate
department field.

Escalate User: Admin user in the department selected in the escalate department field.
This is the admin user the ticket will get reassigned to.

Notify User: Send a notification to an admin user about the ticket that escalated. Admin
users can be notified with or without the ticket escalating to an admin user.

Viewing and reordering escalation rules

Go to Workflow, Helpdesk, Setup, Escalation Rules
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Helpdesk Escalation Rules A1 Departments |+ | an | [ Homat |-

. Copy Columns | Export Columns | Export Columns | Show f Hide
Show| 100 Rows Search: Cipboars s " e Golumns
Helpdesk Execution Escalate Escalate Escalate Netify
D Title Department |= Categories Priorities Delay Escalate Department Category User User
1 test1 Galactic Galactic First Order Critical 00:30:00 Yes Galactic Relations Galactic First Order E i &y L E n
Relations
6 Tescalationns Sales Sales Enquiry 00:05:00 Yes Sales Sales Enquiry T | T . E u
5 Jana Escalation sales [ Hiormal | 00:30:00 inrd Lo E n
Test

Filter by a department, then you are able to reorder rules according to when they should be
used. Rules are used from top to bottom. (Highest rules gets used first.)

Reordering is only necessary when rules have similar setup on what a ticket should be
matched on.

(Similar setup on escalation rule: same department, same category, same priority.)

Helpdesk Escalation Rules Al o [ vomar |+

v Copy Celumns. Export Columns Export Columns ‘Show / Hide
Show| 100 Rows Search Clipboard csv Excel Columns
Helpdesk Execution Escalate Escalate Escalate Notify
D Title Department |2 Categories Priorities Delay Escalate Department Category user user
6 Testescalations  Sales sales Enquiry 00:05:00 Yes Sales Sales Enquiry T ' ser s O LR [x ]
o=
5 Jana Escalation Sales. [ tormai | 00:30:00 ra Lo + o+ n
Test

Showing 1 to 2 of 2 entries Previous n Ne

Set up working hours
Go to Workflow, Helpdesk, Setup, Escalation Periods

Escalation Periods All Days B BIEEEIR + oo eocoion Peross | o Refiesn

Show | 10|« Rows Seach. o | s | ol | o
D 15 Title Day Start End

5 Friday Friday 03:00:00 17:00:00 BD8
4 Thursday Thursday 03:00:00 17:00:00 [=]e] * ]
3 Wednesday Wednesday 08:00-00 17-00:00 [x ]
2 Tuesday Tuesday 08-00-00 17-00-00 u
1 Monday Monday 08:00:00 19:00:00 [=]e] x|
Showing 110 5 of § entries Previous N

The automatic escalation rules will only get executed during the escalation periods set up.
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For example, if you only want tickets to escalate during working hours.

History of escalation rules

See a history of all tickets that escalation successfully using the automatic escalation rules.

Helpdesk Escalation History < Refresh

Show| 1gg |« | Rows Search: copcoumns swercounns | o | o s
D Ticket ID Escalation D Title Date Department Category User Notify user
33 151 6 Test escalations 2018-02-20 10:06:29 Sales Sales Enquiry m
312 1143 6 Test escalations 2018-02-20 10-:06:27 Sales Sales Enquiry m
3N 1148 6 Test escalations 2018-02-20 10:06:26 Sales Sales Enquiry E
310 1145 6 Test escalations 2018-02-20 10-06:25 Sales Sales Enquiry m
309 151 6 Test escalations 2018-02-20 10-01:05 Sales Sales Enquiry E
308 1439 [} Test escalations 2018-02-20 10-01:03 Sales Sales Enquiry m
307 148 6 Test escalations 2018-02-20 10-01:02 Sales Sales Enquiry m

Note:

A full help-desk escalation guide is being prepared and will be released soon.
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