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Helpdesk Setup Guide

Webinar: Mailbox Rules and Scraping

Webinar: Helpdesk current and upcoming functionality

Webinar: Introduction to HeroTill for new users

The purpose of this guide is to help you with your helpdesk setup. You will need to start off
by creating your departments, ticket categories etc. before configuring your helpdesk
notifications and mailboxes.

1. Enable Helpdesk Module

Before you can start with the helpdesk setup, you will first need to enable the helpdesk
module in your HeroTill. To do this, go to “Setup” - “System Settings” then click on the
“Helpdesk” option.
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After the page has loaded, switch the toggle button to “Yes” to enable the helpdesk module.

Helpdesk Setup

Helpdesk Settings

Helpdesk Active for Internal Use OFF

Turns helpdesk functionality on or off globally

1.1. Helpdesk Settings

After enabling the helpdesk, you will see a list of other settings that you need to configure

as well.

Helpdesk Settings

Helpdesk Active for Internal Use

Turns helpdesk functionality on or off globally

ipdesk Active for Ct use

|f disabled, customers will not be able 10 submit or view HEIEBSJ‘ Rickets |

Allow Public ticket Viewing

I enabled, a public randam url will be generated 1o share the Sicke! detals with customars. If enabled, customers will not need 10 be logged in bo view their ficket or add
AOIES.

Enable Customer Notifications

When turned on notifications will be sent 1o cusiomers when thair nelEask fickels are uEmcl I

Send SMS notifications to Staff

OFF

If enabled, & ems will be sent to staff when a ticke! is assigned 1o them, but only il allowed by their notification settings.

Enable Ticket Service Ratings

Ticket Reason field is Mandatory

|f enabled. the reason field will be mﬂnﬂalw mncrsahﬁ or nmmnﬂ tickets

Send SMS notifications to Staff

Emall Footer Message

OFF

If enabled, a sms will be sent to stalf when a ticke! is assigned 10 them, but only if allowed by their notification setlings.

Halpdesk Email Footer Message

Faoter Message 10 add to the bottom of all wk amail essages
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Orange:

Pink:

Purple:

Light Blue:

Dark Blue:

Green:

Brown:

Black:

If enabled, customers will be able to submit or view their helpdesk tickets from their portal. If
disbaled, the customers will not ba able to submit or view their helpdesk tickets from their customer
portal.

If enabled, a public random URL will be generated and can be sent to customers. This means that the
customer will not need to be logged into

If you would like customers to receive notifications when their tickets are updated, you can do that by
enabling this button.

If this button is enabled, staff can receive an SMS notification when a ticket is assigned to them. This
will however only work if:

* the customer has this setting enabled in their notifications settings as well

* if you have an if you have SMS credits loaded on your account (SMS Gateway).

If this button is enabled, customers will receive a link in which they can rate the service received. This
link will be sent to the customer once the ticket is closed.

If this section is enabled, a reason will need to be added to all newly created tickets as well as already
existing tickets that are updated or re-assigned.

If this button is enabled, staff can receive an SMS notification when a ticket is assigned to them. This
will however only work if:

* the customer has this setting enabled in their notifications settings as well

* if you have an if you have SMS credits loaded on your account (SMS Gateway).

In this section, you can add a footer message that will then be added at the bottom of each helpdesk
email message.

1.2. Helpdesk PBX Settings

In this section, you can enable your PBX to create tickets when the customer phones in.
This will then also keep track of calls that get transferred to other departments. To do this,
ensure that you start by enabling the module first.

https://support.herotill.com | 3


https://support.herotill.com/guides/getting-started-datatill-initial-setup/
https://support.herotill.com/guides/getting-started-datatill-initial-setup/

HEROTEL Helpdesk Setup Guide

Helpdesk PBX Sattings
Asterisk PBX Active for Helpdesk Use m
Il eniabled then call logs and voice recording from the PEX will be visitle inside helpdesk Sckets
Asterisk MySQL Server IP Address

|P address of the MySOL server used by the asterisk serve

Asterisk MySQL Database Name

MySOL server

g

tabase name.

Asterisk MySQL Username

Asterisk MySOL server usermame

Asterisk MySOL Password

Asterisk MySQL server password

CDR MySQL Table Name

CDA MyS0L server table nams (used for storing call detail records, oftan called cdr)

1.3. Helpdesk Escalation

The last section in the helpdesk setup will allow you to decide whether you would like to
make use of the helpdesk escalation function. This function will allow tickets to be
escalated according to different priorities, escalation rules and escalation periods. This
escalation function can be enabled or disabled at any time. Should this function only be
enabled after you have already been using the helpdesk module, then the escalation
function will only be applicable on all new incoming tickets to ensure that you do not get an
influx of suddenly escalated emails.

The helpdesk escalations are especially useful in cases where there are signed service level
agreements in place or to ensure that your VIP customer get attended to quicker.

To enable the helpdesk escalation function, switch the toggle button to “Yes”.
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Helpdesk Escalations

Enable Helpdesk Escalations

Remember to click on the “Update” button found at the bottom of the page to save any
changes that have been made.

If you have already set up and used the helpdesk module, continue setting up the following
sections for your escalation module.

 Ticket Priorities (Section 5)

» Priority Rules (Section 6)

e Escalation Rules (Section 7)

» Escalation Periods (Section 8)

If you are setting up your helpdesk module for the first time, continue to set up your
helpdesk as per the outline of this guide.

2. Create Helpdesk Departments

Your helpdesk department refers to all department within your company that will be using
tickets. Please note that each department has its own ticket categories, which will be
created in section 3. Some suggested departments to have is:

e Accounts,

» Field staff

» Helpdesk

» HighSite

* Management
e Operations
 Sales

» Stock
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* Please note that the above are just examples and you will need to set up your departments
according to your ISP structure.

To set up your helpdesk department, go to “Workflow” - “Helpdesk Setup” and then click
on the “Helpdesk Departments” option.

Devices ~ Sales ~ Billing + Reports ~ Too

Workflow Setup it Note Default Product Descri

Sales Workflow
Accounts Workflow

Workflow Summary
Asset Register ral Credits on Bandwidth Pro

Setup

Asset Register Functions

Helpdesk
Setup Helpdesk Departments
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You will now see the following screen:

Helpdesk Departments

=
] Copy Colur Export Columns. Export Columns. ‘Show /|
Show| 10 v |Rows S¢ h; ::pmm pncsv WE ccel Columns.
Department Name 1= Admin Only Department Description
Accounts ‘Accounts Queries
Call Center

Call Center

Department With No Categories Department With No Categories

IT and Systems IT, Systems and VOIP related issues

NOG Tier 3 support

Operations Site Inspections, High Site Operations, Support @ clients house, installations

Sales Sales related tickets

Stock Stock Queries

Showing 110 8 of 8 entries

On this screen, you will be able to see a list of all departments, edit existing
department, delete departments or “Add Departments”.

2.1. Adding New Departments

To add a new department, click on the “Add Department” button. On the pop-up screen,

you will need to give the department a name and a short description to mention what this
department is about.
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Create New Department

Department Name Department Name

Department Description Department Description

After adding all the details, click on the “Create” button.

2.2. Editing Departments

To edit a department, click on the edit button found on the right-hand side of the
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department.

Helpdesk Departments

o TF‘ s Seardh: c‘,gz ;::;I::nt Exporlc !;:Iumm ExporElit;IIumnl sg:z‘ :“ P:Il:e
Department Name l2 Admin Only Department Description
Accounts Accounts Queries
Call Center Call Center
Department With No Categories Department With No Categories

After clicking on the edit button, you will now see the following screen:

Accounts
Accounts Users Linked Categories
Department Name Accounts
Department Description Accounts Queries
7~
Admin Only Entry No
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2.2.1. First Tab

Your first tab will automatically be named after your department name. On this tab, you
can:

Call Center

Call Center Users Linked Categories

Department Name Call Center

Department Description Call Center

Admin Only Ent No
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Pink: In this section, you can change the department name.
Purple: Here, you can change the department description.

The admin only button will determine whether customers can see this department when
logging tickets from their customer portal.

Blue:  If the toggle button is switched to no, customers will be able to choose this department
when creating helpdesk tickets from their customer portal. If the toggle button is switched
to yes, the customer will not be able to choose this department when creating helpdesk
tickets from their customer portal.

2.2.2. User
This users tab will allow you to link specific employees to each department.

Things to note before linking customers to departments:

» Before linking an employee to a department, you need to load all your employees as
admin users (please refer to HeroTill Initial Setup for more information).

» Admin users need to be assigned to their corresponding departments to ensure that
tickets can be assigned to them and subsequently dealt with.

 In other words, if a ticket cannot be assigned to specific admin users, there is a chance
that the user isn’t linked to the relevant department.

To add users to a department, select their name from the drop-down menu and then click
on the blue add button. If the user needs to be marked as a supervisor, you can do this by
changing the toggle button next to their name to yes. If you need to delete a specific user
from a department, you can do this by clicking on the delete button found on the right-hand
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side of the user’s name.

Call Center

Call Center Linked Categories

Full Name

General Manager Off

Helpdesk Manager m

Helpdesk User
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After making any changes, remember to click on the “Update” button.
2.2.3. Linked Categories
This linked categories tab will allow you to link specific categories to each department.

Things to note before linking a category to a department:

» Categories need to be created in advance (please refer to section 3 for more
information).

To link a category to a department, select the category from the drop-down menu and then
click on the blue add button. If you quickly need to edit the category, you can do this by
clicking on the edit button. If you need to delete a specific category from a department, you
can do this by clicking on the delete button.
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Call Center

Call Center Users Linked Categories

Link Department Category Select a Category N +

@ Category Name Category Description
@ Technical Support
@ Server Support
@ Remote Support

3. Create Ticket Reasons

The purpose of ticket reasons is to ensure that we can report on what the reason for the
ticket was i.e. you will then be able to view how many tickets were created due speed
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issues, miscommunication, offline highsites or forgotten passwords. Tickets reasons will be
for internal use only and the customer will not be able to view this. Please note that unlike

ticket categories, ticket reasons are not department specific.

To find a list of all your ticket reasons, go to “Workflow” - “Helpdesk Setup” and then

click on the “Ticket Reasons” option.

Workflow ~ § Devices ~ Sales ~ Billing ~ Reports ~ To

Workflow Setup

Sales Workflow
Accounts Workflow

Workflow Summary

Asset Register
Setup |2 Admin Only
Asset Register Functions

Helpdesk

Setup | Helpdesk Departments
Helpdesk Stats Ticket Reasons
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On the following screen, you will see a list of all your current ticket reasons. You will also
be able to add, edit and delete ticket reasons.

Helpdesk Ticket Reasons Normal  |*

5 Copy Columns | Export Columna | Export Columna | Show,/ Hide
Show | 10 Rows Search: || Cipbowa | esv | Excs | Coumns

D If  Description

19 Enquiry -> Miscommunication
18 Other - Hosting

17 Other -> General queries

16 Other -> Datatill Queries

15 Other -> Email Passwords

3.1. Adding Reasons

To add reasons, click on the “Add Helpdesk Ticket Reasons” button and complete details
on the screen. You will need to:

* assign a group to the reason i.e. enquiry, sales or other
 and give each reason a title.
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Add a new Helpdesk Ticket Reason

Helpdesk Ticket Reason Details

Group Group
Title Title
_

Cancel Add Helpdesk Ticket

After adding the relevant details, click on the “Add Helpdesk Ticket Reason” button.

In your reason list, you will now be able to see that all reasons are listed by the group first
and then the title.
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Description

Enquiry = Miscommunication
Other -=|Hosting

Other -J|General queries

Other -J|Datatill Queries

4. Create Ticket categories

Helpdesk categories are there to give a broad overview of what the problem may be i.e.
account query or connectivity issues. Unlike reasons, the categories can be seen and
chosen by customers when they submit tickets from their customer portal. Categories are
also department specific and should be linked to departments once created (for more
information please view section 2.2.3)

Important things to know about categories:

* You can not have 2 categories with the same name.

« It is not advised to use the sub-category function on ticket categories as this feature is
still under development.

» Once a ticket has been assigned to a ticket category, that specific category can no
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longer be deleted.

To find a list of all your helpdesk categories, go to “Workflow” - “Helpdesk Setup” and
then click on the “Ticket Categories” option.

Workflow ~jj Devices ~ Sales ~ Biling ~ Reports ~ Toc

Waorkflow Setup

Sales Workflow
Accounts Workflow

Workflow Summary

Asset Register

Setup runication

Asset Register Functions

Helpdesk eries
Setup Helpdesk Departments

Helpdesk Stats Ticket Reasons

Ticket Categories

https://support.herotill.com | 19



HEROTEL

Helpdesk Setup Guide

You will now see a list of all your ticket categories as well as add, edit and delete
categories.

Helpdesk Ticket Categories

o L
Shcw‘ 10 |v ‘ Rows

Gopy Galumns | ExportColumns | Ex Show i
Search:| || clbbow d esv Bl | Columns
Category Title 12 Admin Only Show on Dashboard
Account Enquiry

Client Request

Desktop Support

4.1. Adding Ticket Categories

To add a new category, click on the “Add Category” button.
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Create new Ticket Category

Helpdesk Ticket Category
Category Name Category Name

Ftagory Description Category Description I

Admin Only Entry No

Show on Dashboard No

Save

No sub-categories have been added

=
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Red: In this section, give your category a name.
Orange: Here, you need to add a short description about your category.
Pink: If this is enabled, customers will not be able to choose this category when submitting tickets from their portal. In

other words, then the category will be for internal use only.
Is this switch is enabled, you will be able to view statistics for this category on your helpdesk dashboard.

After adding all details, click on the “Create” button.

5. Set Helpdesk Ticket Priorities.

Your ticket priorities work in close relation with your ticket rules. Your escalation module
comes with 5 pre-populated priorities and overdue times:

e Low (24 hours)

e Normal (12 hours)

» High (2 hours)

e Critical (30 minutes).

You can add and manage these ticket priorities as you need to. To find the ticket priorities,
go to “Workflow” - “Helpdesk Setup” and then click on the “Ticket Priorities” option.
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Devices ~ Sales ~ Billing - Reports ~ Tox

Workflow Setup

Sales Workflow
Accounts Workflow

Workflow Summary

Asset Register
Setup
Asset Register Functions

Helpdesk Departments

Helpdesk Siats Ticket Reasons

Ticket Cateqories

Ticket Priorities

Ticket Priorty Hules

Helpdesk Ticket List
Tickel Details

You will now see a list of all your ticket priorities:

Helpdesk Setup Guide
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: i e (]

Helpdesk Ticket Priorities
Al

Show 100 Pows Soaron T | = | |
Priority Order Priority Title Overdue Timeout Repeat Overdue Alerts ‘Admin Only Tickets
1 [oore] 03000 : +v @A
2 o 003000 Yes vos v @08
s cz0oom ves s [+ @0
4 (o} 120000 2 [+ v @0
s = 240000 + @0
Shoving 1195 o S o e -

Pink: Here you can view the priority order. Priorities at the top of the list are seen as more important than priorities at the bottom of

the list.
Red: Here you can see the priority type. The ISP can create and manage these priorities as per their needs.
Orange: In this section, you can see the time linked to each ticket priority. For example, a ticket can be low priority for 24 hours before it

will be marked as overdue.

5.1. Adding Ticket Priorities

To add a new ticket priority, click on the “Add Priority” button.

==
Helpdesk Ticket Priorities

-
stow| 10|+ |rows Searen e e e =
Priority Order Priority Title Overdue Timeout Repeat Qverdue Alerts ‘Admin Only Tickets
1 [oor] 003000 2+ v B0
2 [ Gttt | 00:30:00 Yes Yes + [+« 38
3 0200:00 ves s [+« @08
4 = 120000 2w+« @0
5 o 240000 ~ v @0
Showing 110501 5 entries Previous - Nex

You will now see the following pop-up screen:
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Add a new Helpdesk Priority
Priority Title Priority Title H
Delay before Alerting 30 Minutes ’
Overdue Tickets
L Click an the colour to changse the
Priority Colour
colour
[ Repeat Overdue Alerts Mo
Admin Only Entry No

Red: Enter your priority title here.
In this section, you need to choose the amount of time that a ticket can be linked to the specific priority before
Orange: L
escalated to the next priority.
Pink: Here you can choose a colour to link to your category.
Purple: If you would like to have repeat overdue alerts for this priority, click on yes to enable it.

If enabled, the customer will not be able to see what the ticket priority is. If disabled, the customer will be able to

Blue: view the ticket priority.
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After completing all the fields above, click on the “Add Priority” button.

5.2. Editing Ticket Priorities

To edit a specific ticket priority, click on the “Edit” button.

ic
2 (4[]
iR
e

On the pop-up screen, you will be able to amend the same details as to when you add a new
ticket priority.

Edit Helpdesk Priority #5

Priority Title Super [

Delay before Alerting 30 Minutes

Overdue Tickets
L. Click on the colour to change the
Priority Colour -
coiour
Repeat Overdue Alerts Mo
Admin Only Entry Mo
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After making any changes, click on the “Save Changes” button.
5.3. Deleting Ticket Priorities

If you need to delete a ticket priority, click on the “Delete” button found on the right-hand
side of the priority.

ﬂﬂq
a0

Click on the “OK” button to confirm that you want to delete the priority.

Are you sure you wish 1o delete this helpdesk priority?
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5.4. Moving priorities up and down on your list

Remember that the higher the priority is in the list, the more important it ranks. The lower
the priority is on the list, the less important it ranks. Your helpdesk ticket list will then be
sorted to show you your highest ranked priority tickets first. To move priorities up and
down in your list, use the arrows found on the right-hand side of the priority.

003

g
SN
e [e] e
WSS
oono

6. Helpdesk Priority Rules

With the new escalation module, you can also create priority rules. This means that when
tickets are created, they are automatically linked to a certain priority. For example, you can
add a rule to ensure that when VIP customers create a ticket, that the ticket is automatically
linked to the highest priority.

4

To find your ticket priority rules, go to “Workflow” - “Helpdesk Setup” and then click on

the “Ticket Priority Rules” option.
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Devices ~ Sales ~ Biling ~ Reports ~ To

Workflow Setup

= Sales Workflow
Accounts Workflow

Wiorkflow Summary

Asset Register

Setup

Asset Register Functions o
Helpdesk -~
Setup Helpdesk Departments

Helpdesk Stats Ticket Reasons

Ticket Categories
Helpdesk Ticket List Ticket Pricrities

Ticket Details Ticket Priority Aules

e i ala

You will now see the following screen:

Helpdesk Setup Guide
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Helpdesk Ticket Priority Rules =
0 12| Rule Short name Qblect Type Name Object Name Qbject 1D Priority i

1 Detaut for Admin Creatad by Adrmin = [=T]

2 Dotaut for Customer Greated by Gustomer flome] [=]]

3 = |an

7 15 VIP Customer VIP Gustomer 0 o [=T5]
Pink: Here you can see the rule name.

Red: In this section, you can see to which aspect of HeroTill the rule applies.

Orange: This will show you which priority is linked to the rule.

(] L] .

6.1. Adding Priority rules
To add a rule, click on the “Add Priority Rule” button.

Helpdesk Ticket Priority Rules m
o 15 Rule Short name Object Type Name Object Name Object ID Priority.

3 Defaut for Adrmin Created by Admin [ (]«

You will now need to complete the following settings:
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Add a new Helpdesk Priority Rule

Rule Name Rule Mame

Rule Comment Rule Comment

Ticket Priority Critical I
—e_—~

-

Orange: Add your rule name here.
Pink: In this section, add any additional comments.
Purple: Here you will need to choose the relevant ticket priority.
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In this section, you can choose one of 6 rule types.

Admin User
This will determine the priority when one of your employees (admin users) creates tickets.

Customer
This will determine the priority when a customer creates a ticket.

VIP Customer
This will determine the priority when a VIP customer created a ticket.

Customer Group
You can link ticket priorities to certain customer groups i.e. resellers.

Customer Category
You can link ticket priorities to certain customer categories i.e. virtual resellers.

Default
In the case that there are no applicable rules, this rule will be used to determine the default priority for
the ticket.

Click on the “Add Priority” button after completing the details.

6.2. Editing Priority rules

To edit priority rules, click on the “Edit” button found on the right-hand side.

A

Rule Short name Object Type Name Object Name Object ID Priority

Defaut for Admin

Defaut for Customer

Defaut

s VIP Customer

Greated by Admin

Greated by Customer

SIERES

VIP Customer o [super )

On the following screen, you will be able to edit the same fields as when adding a new rule.
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Edit Helpdesk Priority Rule #1

Rule Name Default for Admin H

Rule Comment This rule is the default rule used for tickets created
by Admin users

Ticket Priority | Mormal

Rule Type | Customer Group v

Any ticket created by a customer part of the selected customer group will be
assigned the selected pricrity for the rule.

Customer Group Other . l

Remember to click on the “Save Changes” button after making any changes.
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6.3. Deleting Priority rules

To delete a priority rule, click on the “Delete” button found on the right-hand side of the
rule.

LI

{

On the pop-up screen, click on the “OK” button to confirm that you would like the rule to be
deleted.

Are you sure you wish 1o delete this helpdesk priority rule?

6.4. What happens when multiple rules are applicable?
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In the case that multiple rules are applicable to the ticket, then the rule with the highest
priority rank will be applied to the ticket. For more information on how to determine the
priority rank, please refer to section 2.3.4.

7. Helpdesk Escalation Rules

Setting up escalation rules will allow the system to automatically escalate tickets.
Escalation rules will be applicable to all tickets that are not placed on hold and tickets that
are not deleted. All rules will be set up per department. Rules can also be set up in such a
way that tickets of all priorities or only ticket with high priorities can be escalated. This is
especially useful for customers who have signed service level agreements with your
company.

To set up an escalation rule, go to “ ” - “Helpdesk Setup” and then click on the
“Escalation Rules” option.
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Devices -~ Sales - Biling ~ Reports = To

Workflow Selup

Sales Workflow
Accounts Workflow

Waorkflow Summary

Asset Register
Setup

Asset Regisier Functions

Helpdesk
Setup

Helpdesk Stals

Helpdesk Ticket List
Ticket Details
Checklists

Fleet Management
Setup

lies Executio

Helpdesk Depariments
Tickel Reasons

Ticket Categaories
Ticket Priarities

Ticket Priority Rules
Checklist Templates

Escalation Rules

E=scalation Feriods

Helpdesk Setup Guide
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Once the screen is finished loading, you will be able to see a list of all your escalation rules.
You will also be able to see information such as which department and department
category the rule is linked to as well as other escalation details.

Helpdesk Escalation Rules

Show iy Searcn: i | e | ™ |
Showing 110 1 of 1 eniries Previous -

7.1. Adding Escalation Rules

To add an escalation rule, click on the “Add Rule” button.

Helpdesk Escalation Rules

prpe— [ 7] [[Norma vm

Search:| || ciew v e

D Title Department Helpdesk Categories Priorities Execution Delay Escalate Escalate Department

No data available in table
Showing 010 0.0f 0 entries

You will now see the following screen:
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Add a new Escalation Rule

Escalation Rule Details

Title Debit Order Related [

e 8

Department Accounts L

This nile will be limited to this department

| % Debit Order Related |

Priorities

Limit the Rule to certain Helpdesk Priorities

Execution Delay

e N
S
o
oty oo —————————

Cancel Add Helpdesk Escalation

Helpdesk Setup Guide
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Grey:
Black:
Brown:

Gold:

Orange:

Red:

Pink:

Purple:
Dark Blue:

Light Blue:

Light Green:

Give your rule a name.
In this section, you can add more information aa to why the escalation is needed.
Here you need to choose to which department this rule is applicable.

If the rule is applicable to only certain helpdesk categories, you can choose the category(ies) here. If this rule is
relevant to all tickets in the chosen department, leave the field blank.

If the rule is applicable to only certain ticket priorities, you can choose those priorities in this section. If the rule is
relevant to all the priorities, then you can leave this field blank. For example, if you only want ticket with critical
priority to be escalated, then choose the critical priority here.

This refers to the amount of time that a ticket can be left unattended before it will escalate. This can be from the
ticket’s creation date, since it was last updated or since it was last escalated.

If this toggle switch is enabled, you will be able to escalate tickets to certain departments, category and user. You will
also be able to notify an additional user such as the manager about the escalation.

If the toggle button is switched to no, then you will only be able to notify an admin user that no one has yet attended to
the ticket.

In this section, you need to choose the department to which you would like the ticket to be escalated to.
Here, you will need to choose the relevant category that you would like to escalate the ticket to.

This section will allow you to escalate the ticket to a specific admin user in the department selected. In other words,
the ticket will be re-assigned to this user.

In addition to the above, you can also choose an admin user that needs to be notified of the ticket escalation. You can
choose an admin user in section whether or not the escalation toggle switch is enabled or disabled.

After completing all the details above, click on the “Add Helpdesk Escalation” button.
Once you see your escalation rule on your screen, you will need to enable the escalation rule
for your helpdesk.
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7.2. Enabling Escalation Rules

To enable you escalation rule, click on the “Enable” button found on the right-hand side of
the rule.

Helpdesk Escalation Rules Al Deparments |- [ a1 IR + rocrue | o roresn |
show[ 10 || Fows | oo | tagrs | ene

After clicking on the enable button, you will see the following pop-up screen:

Are you sure you want to enable this nule

Click on the “OK” button to successfully enable the rule.
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7.3. Disabling Escalation Rules

To enable your escalation rule, click on the “Disable” button found on the right-hand side of
the rule.

Helpdesk Escalation Rules Al Deparments || [ A1 ] (e [ (S B
snow[ 10 |+|Foms ) =

After clicking on the enable button, you will see the following pop-up screen:

Are you sure you wani to disable this rule

Click on the “OK” button to successfully enable the rule.
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7.4. Editing Escalation Rules

To edit an escalation rule, click on the “Edit” button.

Helpdesk Escalation Rules Al Dopartments A ] [Nomat
Show | 100 Rows ]

aaaaaaa

Title Priotes  ExecutionDelay  Escalme | Escalato Dopartment

Tost escalations

uuuuuu == [ criscai Jovnut et 003000

You will now see the same screen as when adding a new rule. If you have made any
changes to the rule, remember to click on the “Update” button.

7.5. Prioritising Escalation Rules

After you have created your escalation rules, you will also be able to prioritise your
escalation rules from important to less important. All your rules will be grouped by
department. Within each department, you will then need to determine the rule rank or
priority. The re-ordering is only necessary when rules have a similar setup on what a ticket
should be matched on.

To do this, go to the right-hand side of the rules. In this section, you will find arrows which
will allow you to move the rule up and down. Remember, the higher up in the list, the more
important the rule.
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Helpdesk Escalation Rules a
snou 100 7] ows

Search:

[ Tie Depariment 1% Helpdesk Categories Priorities Execution Delay Escalate Escalate Dopartment Escalate Catogory Escalate User
6 Test escalations saes Saia Encuiy Em 00:0500 Yes sales Sales Enquiry Jessica Dowd (Test)
=

Jana Escalation Test Salos

7.5.1. What if I can’t move a rule?

You will not be able to move rules up when:

» It is already at the top of the list for a specific department.
e It is the only rule for a specific department.

You will not be able to move rules down when:

« It is already at the bottom of the rules list in a specific department.
o It is the only rule for a specific department.

Priorities Exocution Delay Escalate Escalate Department Escalate Catogory Escalato User

Notify User

Sales Enquiry Jessica Dowd (Test)

8. Helpdesk Escalation Periods

Once you enable the escalation module, you will be able to determine certain periods during
which tickets can be escalated. These escalation periods are global to all departments in
your company. To find the escalation periods, go to “Workflow” - “Helpdesk Setup” and

then click on the “ ” option.
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Devices ~ Sales ~ Billing ~ Reports ~ To

Workflow Setup

Sales Workflow
Accounts Workflow

Workflow Summary

Day
Asset Register b
Setup Friday
Asset Register Functions Thursda
Helpdesk Wednes
Setup Helpdesk Departments
Helpdesk Stats Ticket Reasons
Ticket Categories
Helpdesk Ticket List Ticket Priorities
Ticket Details Ticket Priority Rules
Checklists Checklist Templates
Checklist Attributes
Fleet Management ;
Escalation Rules
Setup

Escalation Periods

Fleet Functions
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On the following screen, you will see a list of all current escalation periods. When you
enable the escalation module, the system automatically creates five pre-populated
escalation periods. These five periods will allow escalation to only take place between
Monday to Friday from 08h00 to 17h00.

Escalation Periods Al Days | | | Normat

Show | 10 v | Rows Search:

D 1F Title Day Start End

5 Friday Friday 08:00:00 17:00:00 aca
4 Thursday Thursday 08:00:00 17:00:00 [z o] x]
8 Wednesday Wednesday 08:00:00 17:00:00 [z o] x]
2 Tuesday Tuesday 08:00:00 17:00:00 8028
9 Monday Monday 08:00:00 17:00:00 B828
Showing 1 to 5 of 5 entries Previous Next

8.1. Adding Escalation Periods

To add escalation rules, click on the “Add Escalation Rules” button found on the right-
hand side.

Escalation Periods AIDays [ DI + <o cooomionroioss | o e |

Show| 10 | g Rows Search: Cigboars ™ iy
D 1F Title Day Start End

5 Friday Friday 08:00:00 17:00:00 a8
4 Thursday Thursday 08:00:00 17:00:00 a8
3 Wednesday Wednesday 08:00:00 17:00:00 a
2 Tuesday Tuesday 08:00:00 17:00:00 [ ]
1 Monday Monday 08:00:00 17:00:00 a8
Showing 110 5 of 5 entries Previous n Next
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You will now see the following screen:

Add a new Escalation Period

Escalation Periods Details

Title Title 3= ]

oo |
Start HH:MM
End HH:MM Clear

Comment Comment

Cancel Add Escalation Periods ‘

https://support.herotill.com | 46



HEROTEL Helpdesk Setup Guide

Orange: Here you need to add a name for the rule.

Pink: Select the day of the week for which rule is applicable.

Purple: In this section, you can enter from which time of the day the escalation rule should be active.

Dark Blue: In this section, you need to add the end time. This means after that specified time, tickets will not be escalated until the following
! day.

Light Blue: Here you can add any additional comments.

After completing all the necessary details, click on the “Add Escalation Periods” button.

8.2. Editing Escalation Periods

To edit the existing escalation rule, click on the “Edit” button found on the right-hand side
of the screen.

D T Title Day Start End
Friday Friday 08:00:00 17:00:00
Thursday Thursday 08:00:00 17:00:00

Wednesday Wednesday 08:00:00 17:00:00

o m @] . e

Tuesday Tuesday 08:00:00 17:00:00

Monday Monday 08:00:00 17:00:00

8.2.1. Editing the Period
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After clicking on the “Edit” button, you will see the same screen as you would see when
creating a new rule. Change the details as needed and then click on the “Update” button.

Edit Escalation Period #5

Escalation Periods Details Audit

Title Friday B

Day ID | Friday

Start 08:00

]

End 17:00

Comment Comment

Close
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8.2.2. Audit Trial

Additionally, you can now also view the audit trial for each escalation period. To do this,
click on the “Audit” tab.

Edit Escalation Period #5

Escalation Periods Details Audit

Update Escalation Periods
Field
comment Half day escalation

end_time 00: 12:00-00
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You will now be able to see who made changes and what changes were made. Remember
to click on the “Update” button after making any changes.

8.3. Disabling Escalation Periods
8.3.1. Disabling the Periods

Disabling an escalation rule means that this rule will no longer be active. To disable a
specific escalation rule, click on the “Disable” button.

After clicking the “Disable” button, you will see the following pop-up screen. Click on the
“OK” button.

Are you sure you want to disable this escalation_penods?
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8.3.2. Enabling the Periods

To make a rule active again, click on the orange tick mark.

On the pop-up screen, click on the “OK” button.

Are you sure you want to enable this escalation_periods?
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8.4. Deleting Escalation Periods

To delete an escalation rule, click on the delete button found next to the rule.
]

After clicking the “Delete” button, you will see the following pop-up screen. Click on the
“OK” button.

Are you sure you want to delete this escalation_periods?

Cancel m
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9. Escalation History

Helpdesk Setup Guide

To view a list of all tickets that have been escalated, go to “Workflow” - “Helpdesk Setup”

and then click on the “Escalation History” option.

Dmrucas - Sales - Bilng ~ Repons » Toc

Workflow Setup

Sales Workflow
Accounts Workflow
Workflow Summary

Asset Register
Setup
Asset Register Functions

Helpdesk
Satup

Helpdesk Stats

Helpdesk Ticket List
Ticket Details
Checklists

Hosting
Setup
Hosting Functions

Title
Test escalations
Test escalations

Test escalations
Helpdesk Departments
Ticket Reazons
Ticket Categories
Ticket Priorities
Ticket Priority Rules
Checklist Templates
Checklist Atributes
Escalation Rules
Escalation Periods

Escalation History
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On the following screen, you will see a list of all escalations that have taken place.

Helpdesk Escalation History

show| 10 [+ Rows Searen oyt | Bt
o 17 Tiokatin Escalation 1D Tite: oa Department Category User Notify user
1756 1147 6 Tost escalations 20180326 09:01:15 sales Sales Engquiry Jossica Dowd (Test)
1758 1148 6 Tost oscalationa 20180326 00:01:12 Salos Sales Enquiry Jossica Dowd (Test)
1754 s s Tost escalatons 2018:03.26 09.01:11 Salos Salos Enquiy Jossica Dowd (Tast)
1753 151 6 Test escalations 2018.03-26 08:56:18 Sales Sales Enquiry Jossica Dowd (Test)
1752 1149 6 Tost escalationg 2018.03-26 08:56:17 Salos Sales Enquiry Jossica Dowd (Tost) 2]
751 1148 6 Test escalations 20180326 08:56:16 Sales Sales Enquiry Jessica Dowd (Test)
1750 1147 6 Test escalations 201803-26 08:56:11 Sales Sales Enquiry Jossica Dowd (Test)
740 1146 ] Tost escalations 20180326 08:56:10 Sales Sales Enquiry Jossica Dowd (Test)
1748 1145 6 Tost escalations 20180326 08:56:08 Salos. Sales Enquiry Jossica Dowd (Test)
1747 181 s Tost escalatons 2018:03.26 08:51:00 Salos Salos Enqury Jossica Dowd (Tast)
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10. Mailboxes

Next, you will need to set up your mailboxes. For more information on how to set up your
helpdesk mailboxes, please refer to the Mailbox Scraping manual.

11. Helpdesk Notification Setup

This setting will allow you to inform your customers if any changes have been made to their
tickets. This will also send a notification to the customer once they have created a new
ticket. This email will contain more information about the ticket that they have created and
will allow them to quickly access the ticket.

To find this setting, go to “Setup” and then click on the “Notification” option.

”

System Settings

Notification

Welcome Emai
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Under your Notifications settings, ensure that you have enabled the “Notifications
Enabled” toggle switch.

Notification Setup

Notification Settings

I Notifications Enabled m I

When turned off all new notifications will be discarded (To temporarily disable notifications pause the cron job)
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