HEROTEL Tickets Now Have A Reason Field

Tickets now have a “Reason” field, to indicate what caused the ticket to be raised. This will
assist in helpdesk ticket reporting.

Please note that the diagnosis field is similar than the reason field, but the reason field is a
more restricted field to improve reporting.

This feature is part of the v1.21.13 release.

Go to Workflow -> Helpdesk Ticket List and edit a ticket
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Tickets Now Have A Reason Field

Update Ticket Details
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Please help, my internet is too slow
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Ticket Properties
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Edit Ticket Properties

Tickets Now Have A Reason Field

There is a new setting available in the system that toggles whether this is a mandatory field
or not. If the reason field is set to mandatory, a value must be supplied when a new ticket is
created, or when an existing ticket is updated or re-assigned.

Go to Setup -> System Settings -> Helpdesk, to set this up.
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Helpdesk Setup

Helpdesk Settings

Helpdesk Active for Internal Use

Turns helpdesk functionality on or off globally

Helpdesk Active for Customer use

If disabled, customers will not be sble to submit or view helpdesk tickets

Allow Public ticket Viewing
If enabled, a public random url will be generated to share the ticket details with customess. If enabled, customers will not need to be
logged in to view their ticket or add notes.

Enable Customer Notifications

‘When turned on notifications will be sent to customers when their helpdesk tickets are updated

Send SMS notifications to Staff

If enakbled, a sms will be sent to staff when a ticket is assigned to them, but only if allowed by their notification settings.

Enable Ticket Service Ratings

If enabled, a link allowing the customer to rate our service will be included in the email sent on ticket closure

Ticket Reason field is Mandatory

If enabled, the resscn field will be mandatory when aeating or modifying fidets

Send SMS notifications to Staff

If enabled, a sms will be sent to staff when a ticket is assigned to them, but only if allowed by their notification settings.

Email Footer Message Why not try our new social media logins?
Did you know you can now link your Facebook, Twitter, Google or Linkedin account to your DataTil account, making it easy
to login automatically.

Footer message to add io the bottom of all helpdesk email messages

The list of pre defined values are configurable under the Workflow, Helpdesk Setup menu.

Helpdesk Ticket Reasons Normal  |*

e R P— e p———
Show| 100 |7 |Rows Search Caomonra ” e oty
D I Description

18 Other > Hosting Eﬂ

17 Other > General queries E n
16 Other > Datatil Queries. 28

15 Other > Email Passwords =28
i Other > WFi Passwords (=] ]
132 Other > Account @Ea
12 Other > LTE ] ]
1 Other -» Openserve (=] ]
10 Other > Sales Ea
9 Other = Voice (=] ]
8 Other > Calouts [ ] ]
7 Duplicate merged or deleted ticket E n
6 WiFi Signal @Ea
5 Packet Loss (=] ]
4 Offiine -= Client Side: E n
3 Offiine -= Highsite Problem (=] ]
2 Speec (=] <]

1 Topup B8

This new field has also been added to the helpdesk ticket list screen, as a hidden column. A
new filter has also been added to this screen to allow you to filter tickets by cause
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Helpdesk Tickets || All Reasons \I Al | [ Arusers | [y Last 12 Months - [ 2 neresn |

All Priorit... | * | | All Departments <Al ories M Al |*| |ExclOnH... |*||ExclClo.. |*|| Excl Dele
New "Reason” filter

show 100 [«|Rows Search. oo | eponens | epotooems | i
D Status Department Category Priority Labels Updated Reason

114 Hew Support Connectivity Topup 1 @8
M3 New Support Connectivity 7 hours ago. Speed I N Eu
M5 Assigned Support Connectivity Packet Loss + B8
1060 Replied Sales Sales Enquiry [ Critical | Go Live | [ Senstive | Other -> Email Passwords 1 B8
1075 Commented Accounts Installation Other > Callouts [y 7] =]
1064 Assigned Accounts General Enquiry Low 6 days ago. Other -> Account 2 E n
1097 New Support Other Other -> Account L) E ﬂ
1066 Assigned Galactic Relations Galactic First Order [ Criticat | .@ .@\ .E| Offline -> Highsite Problem ' E n
1062 Assigned Sales Sales Enquiry [ criical | Offline -» Client Side 1 @8
1m0 New Galactic Relations Galactic First Order Offline > Client Side + B8

A summary screen has been added where you will be able to see totals of tickets raised by
cause, over a specific date range.

This screen also shows the affected highsite, and is available via the Workflow, Helpdesk
Stats screen

Helpdesk Ticket Reason Summary & January 8. 2018 - February 6, 2018 - [:]

Helpdesk reason summary for the period Mon 8 Jan 2018 - Tue 6 Feb 2018

Tickets Opened by Reason

Other > Account

Show! 1o |+ entries Search Tickets Opened by Reason M Tickets Openea
as at 2018-02-06 15:35:30
Tickets
Reason Highsite Opened
Offline > Client Side 2 17
Topup 1
15
Speed 1
Packet Loss 1 E
g
Other > Email Passwords Baharini 1 5
Other > Callouts Eden Meander 1 B
Other > Account Brick Rd 1
1
1

Offline -» Highsite Problem Baharini

Showing 1to 9 of 9 entries - .

Offiine > Client  Offline > Highsite  Other > Account  Other = Gallouts  Other -» Email Paciet Loss Spees Topup

Please introduce internal discipline and control to ensure this new field can be used for
proper statistics and is not misused.

Care should be taken when new values are added to the predefined section list of reasons.
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