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Agent Console

The Pureservice User Manual targets agents and administrators, and describes different aspects of working in the Agent

Console.
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Our contact information

Get in touch with our support-team!

You can contact our support-team by logging in to our Selfservice-portal and register your support needs. We will
answer you soon!

Log in to our Selfservice-portal

You can also contact us at the following:

Tel: 2212 00 26

Email Address: support@pureservice.com
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Terminology

In this chapter, we will explain some of the terminology used throughout the User Manual. We recommend that you
read this chapter, even if you are familiar with an older version of the service desk, or new to Pureservice.

Roles

* End user: An end user can only access Selfservice

» Agent: An agent can access both Selfservice and the Agent Console

+ Administrator: An administrator does not have any access restrictions, and can access both the
Agent and Administrator Console, and Selfservice

+ Zoneadministrator: A zoneadministrator has many of the same rights as an administrator, but
limited to the individual zone of which they are a member of.

In some chapters, we talk about users. A user can be an end user, agent or administrator.

Agent Console

In the Agent Console, agents, administrators and zoneadministrator can manage tickets, contacts, announcements

posted in Selfservice, etc.

Administrator Console

Only administrators and Zoneadministrator can access the Administrator Console. You can read about the

Administrator Console in the manual: Pureservice - User manual.

Ticket

A ticket, formerly referred to as an incident in previous versions of Pureservice, is by default either an incident, a
problem, or a service request.

Change

A change request is defined as a formal proposal for an adjustment to a product or a system. Pureservice offers a
Change module where you can handle these types of requests.
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Login

You need a username and a password in order to log in. Administrators and agents can log in to the Agent Console,
but end users can only log in to Selfservice.

pureservice

Stay signed in

Forgot your password?

If you cannot remember your password, please click “Forgot you password?”.

pureservice

Please enter your username to receive instructions on
how to reset your password.

Send instructions

Back to login form
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Type your username and click “Send me instructions”. You will receive an e-mail with instructions on how to reset your
password.
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Console header

In the upper right corner, you will find this manual, notification center, tab history and account information.

® Lo 9 o Kristian Smith

The manual is accessed by clicking the manual icon 9 .

In the Notification center % , you will see all your notifications. You open the case by clicking the notification.

Tab history e shows your recent tabs.

By clicking your name, a drop-down menu opens where you can view your profile, change your password, sign out of
Pureservice, set availability or change theme.

Account information

View profile
Change password
Commander
Keyboard shortcuts

Themes

Settings

Sign out

Unavailable

View profile opens your profile page.

Change password opens a modal window, where you can change the sign in password directly.

Keyboard shortcuts will present you a window showing all the shortcuts configured to work in Pureservice.

Settings various settings for your own Pureservice experience
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Click Sign out to exit the service desk.

Show seasonal themes toggles if seasonal themes, such as Halloween or Christmas themes, should be available all

year round.

Click Unavailable to put yourself to unavailable. In assignment and case assignment, it will show (unavailable) behind
your name. In the workflow builder there are criterias and actions associated with this setting.

After you have clicked on Unavailable you will see a red dot next to your name.

o Kristian Smith

Account information

View profile

Change password

Keyboard shortcuts

Sign out

Unavailable

Under Themes you can choose a color theme for Pureservice.
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Dark
Light

|
Seasonal

| 1

Cloze
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Notifications

Notifications are used to receive updates about relevant actions concerning your tickets, and are listed in the
notification center.

Notification center

The notification center can be found in the top-right corner, below your name. It gives you a list of all notifications yet
to be viewed or removed. Click on the hailer icon ﬂ- to open the center. To close the notification center, simply click on

the icon again.
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Motification center

INC 261 - New AD user

MNew message added

INC 257 - Unable to print

Mew message added 4 minutes ago
I inter | an you verify that the

Mew message add 5 minutes ago

Meed to order a new r Vennlig hilsen

lobin Jaco
MNew message added 7 minutes ago

Can you lot Vennlig hilse

Robin Jace

Clear all Page 17 of 421
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* The hailer icon disappears if the browser width is less then 1000 pixels, meaning that you cannot access or
use the notification center.

Groups

Pureservice sorts Notifications into groups, made up by a “parent” and “children”. The ticket is the “parent”, and
notifications/actions regarding the ticket are the “children”. Each group has a header, which contains the ticket number
and subject. To remove or close the notification group, click close. If you click on a notification, Pureservice will open
the ticket linked to it, and remove it from the notification list.

Each notification has a header that describes the action performed on the ticket, and how long ago it occured. New
notifications are outlined with an orange left margin. The colour will disappear automatically after a few minutes.

Toast

When the notification centre is closed, and an action is performed on one of your tickets, a toast pops up beneath the

hailer icon.

(2] ,rjo'::} ®RﬂbEng

INC257: Unable to print
New message added

Can you leok into this now? Vennlig hil...

The toast is timed and will disappear after a short while. Clicking on the toast will open the ticket linked to the

notification.

Desktop notification

You can also receive toasts as desktop notifications. Pureservice will prompt you about enabling desktop notifications
the first time.

amail
il saken din: New AD user

E-mail har blitt lagt til saken
: mlser
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Triggers and conditions

Triggers and conditions define which actions generate notifications. Administrators can turn off notifications for
agents. Here are some of the default triggers which generate notifications:

+ Communication is added

» A ticket is re-assigned

* A new ticket is assigned

* Priority is changed

« Attachment is added to a ticket
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List view

When you log in for the first time, Pureservice redirects you to your personal dashboard in the list view. The list view is a
synopsis of all Tickets in Pureservice. If the Change module is installed, you will also be able to see Changes and Tasks in
the list view.

You can access the lists anytime by clicking on the “List” button or the Pureservice logo.

Christine Lauvette v e
Dashboard

MY WORK TICKETS RESOLVED TODAY ~ AVG. RESOLVE TIME TODAY TEAM OPEN TICKETS TEAMTICKETS BY AGENTS
=
2 2 9d 9h 5
List
TICKETS

Assigned to me 2]

o P 8 Average per day Per day Avg Resolve time Average per day

per day
= Jressanee B e \/\'\/\)\/\/\A/ NN
Followed (1] I unassigned
I Dana Cooks
CHANGES M «ristoffer Gyranger
MY WORK i

Contacrs Coordinated by me o] Christine Lauvette
Open D o Subject Waited since Priority Status

Q Al a Cannot connect to Wifi less than 2 minute ago =3 nPoges -

SEARCH TasKs 7 Unable to print less than a minute ago Low, In Progress
Assigned to me o]
Completed B

TEAM TICKETS BY CATEGORY

M uncategorized

I server

I Physical Printer
WAN

~4

* Pureservice only redirects you to your personal dashboard the very first time you log in. After the first sign
in, Pureservice remembers the most recent viewed list when you log out. When you log in again, Pureservice
will redirect you to that list.

Infinite scroll

If a list contains many elements, Pureservice will only load a collection of them by default. If you want to load more
elements, simply scroll to the bottom of the list. This is a performance enhancing technique, which results in responsive
lists and improved user experience.
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Dashboard

Trend graphs, donut charts and a prioritized work list make up the personal dashboard. The dashboard is updated and

refreshed every minute. Each element will be discussed in detail in the following subchapters.

Dashboard

MY WORK TICKETS RESOLVED TODAY AVG. RESOLVE TIME TODAY TEAM OPENTICKETS TEAMTICKETS BY AGENTS
Average per day Per day Avg.Resolve time Average per day
per day

M unassigned
[ pana Cooks
I Kristoffer Gyranger
MY WORK Christine Lauvette
D Subject Waited since Priority Status
-

9 Cannot connect to WiFi less than a minute ago Medium In Progress

7 Unable to print less than a minute ago Low In Progress

TEAMTICKETS BY CATEGORY

I uncategorized

M server

Il Physical Printer
WAN

~ 4
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Trend graphs

There are four different trend graphs in the dashboard.

MY WORK TICKETS RESOLVED TODAY AVG. RESOLVE TIME TODAY TEAM OPEN TICKETS
Average per day Per day Awvg Resclve time Average per day
per day

R 2 e NI 'V Y|V VY |\ | ANNAANA—

The graphs represent data, calculated by HOP, from the previous 30 days. Simply hover over the graph to see each
entry’s date and average.

HOP

HOP stands for Hours of Operation, and is (at the time) not configurable. Hours of Operation is currently set to 08:00 -
16:00 on weekdays only. Saturdays and Sundays are not included in the HOP. Data for the trend graphs is saved every
hour in the HOP time span, and is used to calculate an average per day.

My work
The number in the My Work box indicates how many tickets that are currently assigned to you, with one of the

following core statuses: “New”, “Assigned”, “Open” or “Pending”. It also corresponds to the number of tickets in the My
Work list below. Each entry in the graph shows an average of tickets assigned to you daily.

Tickets resolved today

The number in the second box, Tickets Resolved Today, corresponds to the number of tickets you have personally
resolved during the day. Each entry displays the average resolve time per day.

Avg. resolve time today

This graph will not vary as much as the other ones, due to the fact that each entry in the graph represents an average of
the resolve time from the last 30 days. The number above the graph represents your personal average ticket resolve
time for the current day.

Team open tickets

Open tickets are tickets with one of the following core statuses: “New”, “Assigned”, “Open” or “Pending”. The number
and graph represent an average of all open tickets that belong to the team(s) of the logged in user, the current day.
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Donut charts

There are two different donut charts:

TEAM TICKETS BY AGENTS TEAM TICKETS BY CATEGORY

M uncategorized

\ M unassigned

¥ Dana Cooks [ server
I Kristoffer Gyranger I rhysical Printer
Christine Lauvette WAN

"4

Team Tickets By Agents

The By Agents chart displays the number of tickets per agent in the team(s) of the logged in user.

Team Tickets By Category

The By Category chart displays the number of tickets per category in the team(s) of the logged in user.
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Prioritized work list

My Work list is a prioritized list of all personal tickets with the core statuses “New’, “Assigned”, “Open” or “Pending".

MY WORK
[b] Subject Waited since Priority Status
9 Cannot connect to WiFi less than a minute ago Medium In Progress -
7 Unable to print less than a minute ago Loy In Progress

Tickets in the list are sorted by Priority, followed by Waited since. The latter is a clock that starts or stops depending
on a ticket’s status, and shows agents how long a customer has been waiting for a response. The clock is running if a
ticket is set to one of the following core statuses: “New”, “Assigned”, “Open” or “Pending”. If a ticket’s status is set to
“Pending - Customer”, “Resolved” or “Closed”, the clock stops and the ticket is removed from My Work.
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Tickets

When working in a service desk, tickets will accumulate. To organize this, Pureservice uses a set of predefined lists to

separate tickets into groups. Sorting the tickets into different lists will make the workload easier to handle. In addition,

T
you can create your own lists by clicking on the filter icon in the upper right corner. You can read more about
the ticket filter in the subchapter List functions — Ticket filter.

Tickets - Assigned tome  Agent % Status % P HEBoad = List

D v Subject Name Company Priority Owner Status Created Next servicetarget  Service targetstatus  Time logs

3 Hjelp, far ikke startetWord Gunhild Hansen Forsikring AS Normal RobEng Venter - sluttbr 3daysago 0

RobEng Syscom [ s RS

Harold Matthews Integrate IT ediumn) RobEng Under arbeid 3daysago 0

DC down after patching

1 Printer not working

Board view

222 Board = List
You can choose to display the changes in a list view or a board view, by pressing . The latter

presents registered changes and statuses in a straightforward and lucid way. It is not possible to filter changes once you
have opened the board view, unlike the list view. In order to filter changes, you have to choose a list while you are still
in the list view, and optionally make changes to the filter, before you enter the board view.

For the time being, it is not possible to move the changes in the board, you can only look at them. This makes the board
particularly valuable in planning meetings, where it is important to have an overview of the statuses.

@ 0 o (2

Tickets - Assigned to me EEBoard = List

NY TILDELT UNDER ARBEID VENTER - INTERN VENTER - EKSTERN VENTER - SLUTTBRUKER LosT LUKKET

™ i - =

DC down after patching Hielp, far ikke startet Word

Rob Eng Gunhild Hansen

#

Printer not working

Harold Matthews

Register new ticket on behalf of a user

It's possible to register new tickets on behalf of other, existing users. If a user forwards an email from his or her personal
inbox to Pureservice with certain tokens, Pureservice will register the ticket with the user specified in the tokens.

You can add the following tokens in the subject field:

* [email:test@pureservice.local]
* [username:testuser]

You may use several tokens in the email subject, but Pureservice will always use the first one to identify the user. If no
result is found, Pureservice will create a new ticket using the sender’s email address.
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List menu

Tickets are sorted into predefined lists in the list menu:

+ Assigned to me: open tickets assigned to you personally

+ Assigned to my teams: open tickets assigned to the team(s) you are a member of
+ Unassigned: all unassigned tickets registered in Pureservice

* Followed: tickets you follow

Lists

22 Dashboard

TICKETS
Assignad to me 3
Assignad to my teams 5
Unassigned ]
Followed ]
CHAMNGES

Coordinated by me J

-
=
i
3
1

=
e

TASKS

Assignad to me J

Assignad to my teams

Completed ]

Pay attention to the number to the right of every list heading, as it indicates how many tickets there are in the list.

In addition to these ticket lists, you can access your personal dashboard from the list menu.

Creating a new list

Any set of filters can be saved as a new List by using the Save As button. Any agents can make new personal lists,
however administrators have a few more options as to who can access the new list. Personal means that only the
administrator sees the list. Global means that list will be added to every agent. You can also select a specific team to
access the newly created list.
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Personal

Global

Administratorer

Technical Support
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List function

The ticket lists have several important functions: customizable list view, resizable columns, column sorting, indications

of unsaved changes, download list (as CSV file), filters to create custom lists, marking tickets for deletion, and assigning

to oneself. All of the functions are discussed in the following subchapters. Elements in tickets lists are automatically

updated if modified by someone else.

Tickets - Assigned to me (global list) Agent ¥  Status

D - Subject Category Company Name

36 DC down after patching Server » Downtime Printed Press Jane Austin

7 Help, | can’t get Word to.... Software » Licence Insurance inc Harold Matthews
1 Printer doesn't work Office » Printer Integrate IT Paul Johnson

Auto refresh

1%
e

Priority

Hoey

T £22 Board = List
Owner Status

Kare Robinsen Under arbeid
Kare Robinsen Under arbeid
Kare Robinsen Under arbeid

The ¥ icon will let access the auto refresh options. When activated you have the option between refreshing at set

intervals, or whenever there is a change to the list

® Automatically update the list you are on

The default behavior is that you get a notification when a list has available updates.
f you turn this feature on, the list will automatically update based on your selection
below.

% Update on list change Refresh frequenc 5 minutes

Customizable list view

You can customize the list view by choosing which columns you want to see. The column menu appears when you right

click on a column header.

|
i

Subject
& Category
L Type
Name

Company

«

] Email
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* The fields Name, Address, City and Country “belong” to the end user who reported the ticket, not the
agent or administrator who registered it. The fields Address, City and Country make it possible to create
filters and custom lists based on where the end users are located.

Resizable columns

To move a column, drag an drop the column.

Created
Created Subject [@3

To resize a column, simply drag the column to the desired length.

Created *‘"" Subject

2 Aaover amn [ [ [ =

Column sorting

To move a column, drag an drop the column.

Created
Created Subject [@3

To resize a column, simply drag the column to the desired width.

Created *‘"" Subject

2 Aaover amn [ [ [ =

Unsaved changes

The pencil icon , in the leftmost column, indicates if a ticket has any unsaved changes. In addition, parts of the row,

such as Company, Status and Created are highlighted.

Tickets - Assigned to me (global list) Agent %  Status %

D - Subject Category Company
36 DC down after patching Server » Downtime Printed Press
7 Help, | can’t get Word to... Software » Licence Insurance inc
1 Printer doesn't work Office » Printer Integrate IT

Name

Jane Austin

Harold Matthews

Paul Johnson

i*
I«

Priority

Hoy

T £22 Board = List

Owner

Kare Robinsen

Kare Robinsen

Kare Robinsen

Status
Under arbeid
Under arbeid

Under arbeid
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Download ticket list

You can download the list you are currently viewing or working on, by clicking in the upper right corner. The
list will be downloaded as a CSV file, and can be opened by programs such as Microsoft Excel. All columns are included
in the downloaded file, even the ones that are hidden in the Agent Console.

Delete ticket

Agents can mark tickets for deletion to show the administrators that the marked ticket can be deleted. Agents cannot
delete the ticket themselves, as this require access to the admin console.

To mark a ticket for deletion you need to right click one or more tickets in the list and chose Mark selected tickets for

deletion
' Open selected tickets
320 test sl P
B Mark selected tickets for deletion
319 test sl

Assign to me

Agents and administrators can assign tickets to themselves directly from the list view.
This is done by selecting one or more tickets, rightclicking, and selecting “Assign to me” or “Assign to me and open”.

D - Subject Category

Bestill = Be

459 Spriti kan &' Open selected tickets

258 Tastaturfe Wl Mark selected tickets for deletion

*& Assigntome
451 SV-Velkor

A& Assign to me and open

450 SV-Velkor &
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Ticket filter

Pureservice comes with a set of predefined ticket lists (assigned to me, assigned to my teams, unassigned and

followed). Each list has a default filter applied to its record set. You can create your own custom filters and lists, or

temporarily edit the default ones. Click to open the filter menu. To close the menu, click on the filter button
again.

Tickets - Assigned to my teams Team X  Status %

Filter
STATUS  New;, Assigned, In Progress, bv... DEPARTMENT v CREATED  Anytime ~
TYPE v TEAM Logged in agent teams “ MODIFIED Anytime v
PRIORITY v OWNER v RESOLVED  Anytime v
CATEGORY v SERVICETARGET  Notselec... FOLLOWED
SOURCE ~ SUBJECT MARKED FOR DELETION Don't show marked v
TIMELOGS  Any v COMPANY Q

RELATIONSHIPS Notselec.. ~

Pureservice lets you filter tickets based on status, type, priority, category, source, time logs, relationships,
department, team, owner, service target, subject, company, created, modified, resolved, followed, with location
and marked for deletion.

Edit a default filter

Each default filter comes with a set of predefined values. Simply click on the drop-down lists to select the options (one
or multiple) that are best suited for your list.
Once you have made changes to a default filter, a “Reset” button appears to the left of the “Save As” button. Click on

the “Reset” button to undo changes (or click the reset-icon near the top of the page)

Changes made to a default filter are only temporary. To save the changes, you have to create a new list.

Tickets - Assigned to my teams Team ¥  Status % D

Filter
STATUS New;, Assigned, In Progress, bv__.  ~ DEPARTMENT v CREATED Anytime ~
TYPE w TEAM Logged in agent teams v MODIFIED Anytime b
PRICRITY w OWNER v RESOLYED Anytime b
CATEGORY v SERVICETARGET ~ Notselec... v FOLLOWED
SOURCE w SUBJECT MARKED FOR DELETION Don't show marked b
TIME LOGS  Any v COMPANY Q

RELATIONSHIPS Notselec... ~

N -
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Create a new list

To create a custom-made list, select an existing list as a baseline for the new one and open the filter menu. You can
either make changes to the chosen filter before saving it as a list, or edit the list after it has been created. Clicking “Save
as” will open a modal window where you can enter a unique list name, and create the list. By default Personal? is
chosen. If this box is unckecked, the list will become shared, and all agents will see it in their menu.

CREATE NEW LIST

MAME = Normal and medium pricrity

PERsOMAL? [

Press “Add” to create the list.

Ticket

a8 Dashboard

TICKETS
Assigned to me
Assignad to my teams

Unassigned

Followed

I

Mormal and medium priority

Edit and delete an existing list
It is possible to edit both the filter values of a list and its name. You can also delete a list.

When you hover over a list, two new icons (a pencil and a cross) appear to the right of its name.
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Ticket

== Dashboard

TICKETS
Assigned to me

Assigned to my teams

Followed

2]
(5]
Unassigned n
0

MNormal and medium priority # X

To edit the list name, click on the pencil. Doing so will open a modal window, where you can rename the list.

RENAME "NORMAL AND MEDIUM PRIORITY"

MAME® | MNormal and medium pricrity

If the list is shared, you will see a warning that the change will affect all user.

RENAME "NORMAL AND MEDIUM PRIORITY"

NAME *

The list you are about to change is a global list, and the
changes you make to this list will affect all users.

To delete a list, click on the cross. You will have to confirm your choice in order to delete the chosen list.

If the list is personal you will see this warning message.
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CONFIRM

Are you sure you want to delete the list "Normal and
, medium priority™?

When trying to delete a shared list, you will see this message instead, warning you that the list will be deleted for all

users.

CONFIRM

Are you sure you want to delete the default list "Normal
and rmedium pricrity” for all users?

In order to make changes to filter values, simply click on the custom-made list you want to edit. Make sure that the filter
menu is open. Once you have made changes to the filter, you can choose to reset it, save and overwrite the existing list

or save as a new list.

Tickets - Assigned to my teams Team ¥  Status ¥ 'O

Filter
STATUS New, Assigned, In Progress, bv_.. DEPARTMENT v CREATED Anytime b
TYPE v TEaM  Logged in agent teams v MODIFIED  Anytime v
PRIORITY v OWNER v RESOLVED  Anytime v
CATEGORY v SERVICETARGET  Notselec. . w FOLLOWED
SOURCE ~ SUBJECT MARKED FOR DELETION Don't show marked ~
TIME LOGS  Any ~ COMPANY Q,

RELATIONSHIPS Notselec... ~

Unsaved changes

Changes made to a filter, belonging to either a default or a personal list, are stored in your browsers local storage until
you save them. A star is displayed next to the list to indicate that the list has unsaved changes.
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Ticket

a8 Dashboard

TICKETS
%  Assigned to me 2]
Assigned to my teams B
Unassigned n
Followed n

Mormal and medium priority  [2

*
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Board and map view

Board view

* This Feature must be enabled by an Administrator before it can be used!

You can choose between two (three if you have the Selfservice Location-module) views when looking at the Tickets

overview; List view which is the default setting and Board view.

You can freely switch between which view you want in the top right corner when looking at a list of tickets, directly

below your name and profile image. This setting is personal and will not affect other Agents and Administrators.

4 #3-Hjemmekontor, pil._. X I & #a-Print, ingen utskrift X I
Lists £ Tickets-Assigned to me

22 Dashboard TILDELT

Unassigned

Followed John Hurt

e laste saker Henrik lbsen
print

None

Open

Al

Completed

UNDER ARBEID VENTER - INTERN VENTER - EKSTERN

3 79 Hay #10

Hjemmekontor, palogging Mailserver virker ut il & veere nede Bestilling av nytt utstyr

Anne Bonnevie Kong Harald

Henrik Ibsen Henrik lbsen Trine Helstom

I infrastruktur Henrik Ipsen

Mobilt kantor T
VPN Server Bestilling

None None None

#8

Bnsie om bytte passord

Gunnar Gode
Henrik Ibsen

Brukeradministrasjon
Passordbytte

None

et, treghet

Richard Nilsen
Henrik Ibsen
ERP

Lon:

None

(7] ih a 9 @H:nnklhsen

& £ Board = List
VENTER - SLUTTBRUKER

#

Hjemmekontor, pélogging

Jenny Armand
Henrik lbsen
Mobilt kontor
VPN

None

As you can see above, it is very easy to get an overview of what status each Ticket currently have in this view, along

with some nice-to-have information.

Clicking the settings button

in the board view, you will have the opportunity to show more information on the

board, hide empty columns that have no tickets on them and check which status you want to see on the board. The

choice to show more information on the board will make visible the agent/ team the ticket is set on, the category of the

ticket and the ticket service targets.
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show maore information on the board
Hide empty columns

My

Tildelt

aa

Under arbeid

<]

Venter - intern

<]

Venter - ekstern

(4]

Venter - sluttbruker

<]

Lest

<]

Lukket

<]

Wl @ #439 - Feil med kloakk-._. % I
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&  Bjorghild Fjellknaus

© oo

Lists Tickets - Tildelt meg N Map £22 Board = List
— '&é . 0
L il Map Satellite B : :
Les) %, ¥
TICKETS % FAGERBORG =z
Tildelt meg . h %% @ ILA
Tildelt mine t Public Swimming Pool . VALLE %
B neyeam Frognerbadet Feil med kloakk - Kornmer bare opp. - Fridtjof Nansensvei 2 | 7 Movie Theater @
Followed hi Ringen Kino
me £
Lost og lukket rken @
Test Minliste Frognerparken MAJORSTUEN g
Stadium ]
CHANGES Bislett Stadion e
“ES )
museet @ % Kirkelig fellesrad i 0slo @ “ 4§
Coordinated by me 2 GRUNERL@KEK
eet@ & % GAMLE AKER Sofienb
Open 1] HOMANSBYEN ~ %
a
All (Y
Night Club
TASKS Béo
URANIENBORG
Tildelt meg B Zoo
mdﬂ}’af.{a— Oslo Reptilpark e
Completed Det Kongelige Slott @
asj i Coneert Hall
FROGNER 162 e Nds]oﬂalg%[et Rockefeller Music Hall
e Q Nationaltheatret
g
Government Office @ it
SKILLEBEKK VIKA Stortinget e o S I 0
| + N
s SENTRUM ° :
E1E] a £ -
Google’s = 6 s
g9 5 AKER BRYGGE Map data ©2018 Google Terms of Use = Report a map emar

This view can be used together with the Selfservice Location and shows the location reported in the relevant tickets

with red markers.

Clicking on a marker shows some basic information about the ticket and clicking on the extra information opens the

ticket.
This requires the Selfservice Location features to be present and set up.
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Tickets are created in one of two ways: they are either generated automatically from the incoming channels, or created

manually. To create a ticket manually, simply click on the “New” button in the leftmost menu.

+
. Clicking on the “New” button opens a modal window, where you can fill in the information needed to create a

ticket

The modal window will look slightly different if the Change module is installed.

CREATE NEW REQUEST

& bt

TICKET CHANGE

L Select template USER *

RE DESCRIPTION *
Incident

PRIORITY
Normal

SOURCE
Email

END USER VISIBILITY
Visible

ASSIGNED TO

Servicedesk
Lisbeth Salander

SUBJECT *®

CATEGORY *
SOLUTION

ATTACHMENTS

Ascet sidebar

The create button offers three alternatives:

Create
- Creates a new ticket, then returns you to the window you previously used.

+
- Creates a new ticket, then reopens the Create new request window to create another ticket.

- Creates a new ticket, then opens up the newly created ticket.

Paragraph

Cancel

W T; ane

Create & »

The Asset sidebar opens an extension to this windows, that will allow to you relate existing assets to this new ticket.
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You can select from the assets already related to the end user, or search in other assets.
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Select template

When you create a new ticket in Pureservice, you can choose to fill out the request form by selecting a template.
Working with templates might help speed up the registration process, as it fills out fields in the form for you. Press the
template button to see which templates you can select.

¥ Select template

PERSOMAL

Order new Dell laptop

TECHMICAL SUPPORT

Order PC component

Mew employes

The templates are listed in the following order:
* Personal templates
+ Templates from your default team

» Templates from other teams that you are a member of

The solution, status and attachments are added at the bottom of the form if you choose a template that contains these
elements. You may edit the solution, but the status field and attachments are read-only.
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Classification sidebar

The fields in the left sidebar are automatically populated with default values.

TYPE
Problem

PRIQRITY

Marmal
CATEGORY

Local Fault

U RLE

Type, Priority, Source and Assigned To are all drop-down menus. If the default values do not apply for the ticket you
are creating, you can easily change them.

The last option in the sidebar, the Enduser visibility, is a menu with three choices: “Visible”, “Not visible” and
“Visible without receipt-/solution e-mails”:

» Visible — The ticket is visible for the end user on Selfservice

* Not visible — The ticket is not visible on Selfservice

» Visible without receipt-/solution e-mails — The ticket is visible on Selfservice. but the end user
will not receive receipt or solution e-mails from Pureservice

* Administrators can add, remove and edit values for type, priority and source. The values displayed here are
only default values, and may differ from the values in your own Pureservice solution.

Type

Pureservice comes with a set of three predefined types: incident, problem and service request. When you create a
new ticket manually, the type is by default set to incident.

TYPE
Incident

Problem

Service Reguest

Priority
Pureservice offers five predefined priorities: critical, high, medium, low and unknown. The default priority for a new
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ticket created manually is medium.
PRIORITY

High

Mediurn

Lo

Unknown

Source

Pureservice also offers a predefined set of sources: e-mail, phone and web. The default source for a new ticket is
phone.

SOURCE

E-Mail
Phone

Web

Assigned to

The Assigned To menu contains all the teams and agents that your departments are allowed to see. You can choose
team and agent by clicking on them, or by performing a search. If an agent is set to unavailable this will show.

Administratorer Harold Matthews
Faltura Rob Eng (unavaifable)
FACH None

HR - Team

Infrastructure

Teami

Technical Support

MNone
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Ticket details

As mentioned in the previous chapter, Classification sidebar, some fields are automatically populated, while agents

have to fill out others manually. The latter applies for the following fields: User, Description, Subject and Category.

CREATE NEW REQUEST —
@ p/ad
TICKET CHANGE

b Select template USER *

TRE DESCRIPTION *
Incident

PRIORITY

Normal

SOURCE

Email

END USER VISIBILITY
Visible

ASSIGNED TO

Servicedesk

Lisbeth Salander 5 B | Y o A v # v  Paragraph ~ T sre

SUBJECT *

CATEGORY * hd
SOLUTION

ATTACHMENTS

Asset sidebar Cancel Create + »

The three first fields are mandatory, meaning that you have to fill them out in order to create a ticket. Pureservice will
mark mandatory fields that are empty with an exclamation mark and a warning message:

USER *

Create or cancel
Clicking the “Create” button saves the ticket. Clicking the arrow u next to the “Create” button saves and opens the

ticket, so that you can continue to work on it. Clicking the “Cancel” button closes the “Create new ticket” window.
Content entered will be lost when cancelling the registration.
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User

You can either search for an existing user, or create a new one.

Existing user

You can search for an existing user, for example by name, email, company name or phone number.

USER *  ann|

DESCRIPTION ® Anne Bonnevie
anne bonnevie@pureservice local
(no phone) Pureservice AS

Qla Normann

ola.normann@norge.no
no phone) (no company)

New user

Clicking the “+” in the user search bar opens a new modal window where you can enter the necessary contact
information to create a new user.
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CREATE NEW END USER

FIRST MAME *

LAST NAME * Last name

Contact Information

E-MAIL * E-mia

Mote: This will be the username

TELEPHONE  Phone numbe

Organization

COMPANY  Type to search

Account activation

NOTIFY WSER?

* Please note that the email will be set as the username, and that you can choose to notify the user about the
newly created Pureservice account.

Description

Fill in a suitable description of the ticket.
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DESCRIPTION *

k B I YU & A ~ # + Ppaagraph ~ I, | e

Subject

sugiecT  Unable to print

The content in the subject field is the same as in the subject column in the ticket list, and is supposed to give a short
summary of the description.

Tickets - Assigned to my teams Team ¥ Status ¥

D Subject Category

10 Unable to print

Category

You can select a category in one of two ways: either by choosing one from the drop-down menu, or by searching for the
category name. Setting a category is not mandatory in order to create a ticket.

CATEGORY | Type to search.. W

Application 3 Hardware ¥ Disk

Client » Operating System » Memory n
Virtualization Software > Motherboard

Messaging » None Network Interface

Network » Powersupply

Print > None

Server ¥

Telephony 3

None
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Attachment

* The max file size for attachments uploaded directly to Pureservice is 10MB and you will get an error message
specifying this if you attempt to upload larger files.

You can chose to add an attachment when creating a new ticket manually:
SUBJECT *
CATEGORY * w
SOLUTION

ATTACHMENTS

After adding the attachment, you can change the visibility of the attachment. Remove the tick if the attachment should
not be visible to the end user.
SUBJECT *

CATEGORY © w
SOLUTION

ATTACHMENTS

Pureservice - Agent sign-

) 16.4 KB & Visible for end user
in_png

"Wisible for end user” determines whether the attachment should be attached to any
receipt-fsolution e-mail to end user when creating this ticket.
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Working with a ticket

The ticket page is divided into three sections:
* Header
» Sidebar

« Center content

Example of a ticket in progress:

& #36-New Employee x I

I v]
-

Marius Pedersen > INC 26 E 0 & o4 &

IN PROGRESS v

New Employee

d - icati w = »
Communicafion 3 New message Show: Communications IE o
Tasks 0/0
h Kristian Smith 12 minu
Aftachments 0
Excellent. Ordered one now
Time logs o]
Service targets 0
Relationships o 2019.10.02 12:59 - Marius Pedersen:
TYPE
Incident Marius Pedersen 13 min
PRICRITY A windows machine will work fine
Normal
CATEGORY
,;dmm Kristian Smith 3 minutes ago
ew user
Will you require a windows machine or Mac?
SOURCE
Email
END USER VISIBILITY
n
Visible E New Employee
Username
@& Follow mp@syscom
Location
Created by Marius Pedersen Oslo
14 minutes age
Last modified by Kristian Smith Start date
o 15102019

Admin or user
User

Comments
A laptop will be needed

1/manula/app®/
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Example of a resolved ticket:

‘@ 7207 Kk nos Wi sign. - % _
Forsikring AS > Gunhild Hansen > INC 20 & & = b m

. icati H »
Communication 1 Show: Communications ~ I, o
Tasks 0/0
|ﬂ| Kristian Smith now
Attachments 7 A .
Router has been reset. Wi-Fi is now up and running
Time logs 0
Service targetfs [}
Relationships 0 € e are unable to connect to the wifi.
TYPE
Incident
Normal
isible
@& Follow
Created by Kristian Smith
4 months ago
Last modified by Kristian Smith
now
Resolved by Kristian Smith
now

1/manula/app®/
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Header

The header consists of two sections: an upper and a lower section.

& %20 -No WiFi connectio... X l

1 ¢}
-

Forsikring AS » Gunhild Hansen > INC 20 &= L4 s

IN PROGRESS v

Gunhild Hansen Technical Suppori
Mo WiFi connection on the 2nd floor Kristian Smith

Upper section

The upper section contains information about the user who reported the ticket, which company he/she works for and
the ticket id. To the right, you will find the Recipients, Copy ticket, Create change, Assign ticket to me, Print ticket,
Template and Save buttons.

@ #20 - No WiFi connectio... % l

I v}
-

Forsikring AS » Gunhild Hansen > INC 20 & @ e

Recipients

Click the LA button to add more recipients to the case. Any email entered here will automatically be added to
the CC field of any New message

NB! When a user is added to Recipients, the template Send E-mail On Ticket Solved To End User and Ticket Recipients
(CC) is used instead when the ticket is solved.

Copy ticket

Click the ¥ to create a copy of the currently open ticket. You can change any information regarding the case before the
copy is saved as a new ticket.

Create change

Click the 75 button to create a new change based on the currently open ticket.

Assign ticket to me

EY
Click the & button to assign the ticket to yourself.

Print

Click the 8 button to open the print menu.
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TICKET PRINT

This print contains the ticket's subject and number, customer information
and ticket details. Tasks, attachments, time logs, related assets and
communication can be printed by selecting the options below.

Select all
Tasks
Attachments
Time logs

Related assets

Communication (Communications)

Chronological order (oldest first

What type of communication that is printed can be filtered by changing
options in the drop-down menu above. Selected filter on the ticket is
default. If the communication option above is not selected, only the ticket
description will be printed.

Cancel Print

Here you select what will be included in the print: Tasks, Attachments, Time logs, Related assets and/or Communication.
If Communication selected, you can further specify what type of communication will be included using the dropdown
menu: All, Communications, Communications (without internal notes), Solutions, Description or History. You may also
choose whether the communication should be shown in chronological order (oldest first).

When the selection is done, you finish by clicking “Print” and choosing which printer you want to use.

Template

Press to open the template menu.
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SELECT TEMPLATE + New template
PERSOMAL €
Email account setup on iPhone rd
Resalve quick phonecall rd

IT - DATASENTER

New server is required a &

IT - BRUKERSTETTE
Order new Computer e 7

Reset user password a 4

You can choose to either create a new template, or use/edit an existing one. Using a template will overwrite the ticket
you are working on. If you cannot remember which fields are included in a template, simply hover over it.

SELECT TEMPLATE + New template
Type to search.. Q,
PERSOMAL B
Email account setup on iPhone F

HE?I:]“"UE quick phonecall

The template contains: Solution and Status
IT - DATASENTER

Mew server is required -

IT - ERUKERSTETTE

Order new Computer - 4

Reset user password - 7

If you need to know who created the template, hover over the the ™ icon.
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SELECT TEMPLATE + New template
PERSONAL €
Email account setup on iPhone r
Resaolve quick phonecall &

IT - DATASEMNTER

MNew server is required

Created by Kristian Pedersen

IT - BERUKERSTETTE

Order new Computer - 4

Reset user password - 7

If you want to delete a ticket template, simply press
If you want to edit an existing template, use the ¢ button.

Create new template

In order to create a new template, you have to give it a name, decide what department it should be attached to and its
availability. It can either be a personal template that only you can use, or you can make it available to a specific team in
the selected department.

You then fill out the fields for the template. These are the values that will automatically be filled out in the ticket when

the template is used. if the status is set to a _Resolved _ or _Closed _ status, an additional field will come up to fill in a
solution.
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CREATE NEW TICKET TEMPLATE X

DEPARTMENT ICT Department i

The selected department in the drop-down menu above decides which categories and assignment that are available for selection further down
in this template.

The drop-down menu below decides which team in the current department this template will be available to, or if it should be personal.

The dynamic text at the bottom left of this dialog will always show where the ticket template is available, based on the selections made in this

template.
AVAILABILITY Personal A
MNAME *
Innhold
DESCRIPTION
T B I s = — A = =
Copy from ticket
SUBJECT  Subject
Copy from ticket
CATEGORY  Type to search in all categories w

STATUS SELECT... V I

To edit the solution, the status must be set to either resolved or closed

Copy from ticket
TYPE  Select... “
Copy from ticket
This personal template is available only to you in all departments Copy all from ticket Cancel

When creating a template you can add tasks that will automatically be added to the ticket. If the template is created
from an existing ticket, you can copy all tasks from this ticket into the template.
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TASKS  Addtask b

Create a user for the new emplyee

Brukerstotte Kristian Pedersen

Required information is in the ticket description

You can also use Task templates to add a number of already prepared tasks to the ticket template

Tasks  Add task b

SELECT TASK TEMPLATE + Mew

Unassigni Q

— PERSOMAL

Todo with new customers

BRUKERSTETTE

Follow up after incident

Save (and close)

seve
When you make changes to a tickets, the save button is enabled . Press to save the

¥
changes. To save and close the ticket tab, press -

Lower section

IN PROGRESS ~

Kundeservice resolve befora Christine Lavvetta Marketing

15h 59m (running) Unable fo print Harold Mathews

The lower section contains the name of the user who reported the ticket, the ticket subject, the status, and which agent
and/or team the ticket is assigned to.
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Ticket reporter

If you click on the name of the user who reported the ticket, a small window with his/her contact information appears.

Kristian Pedersen

W (Motitle
Pureservice AS

i kp@pureservicelocal

It is possible to switch ticket reporter. Simply do so by clicking on the pencil

% (Mo title

Pureservice AS

= kp@pureservice local

Kristian Pedersen

You can search for a user, find a user in the drop-down list or create a new user.

To open the users’ profile page and make changes to his/her contact information, click on the arrow . You can
read more about the user profile page in the next chapter: Contacts: User profile page.

Status

It is easy to change the status on a ticket. Simply click on the status field in the top-right corner, and a drop-down menu
with available options will appear. Some of the options require a certain action before you can save. The status
“Resolved...", for example, requires that you enter a solution before saving.

IM PROGRESS v

New

Assigned

In Progress

Pending - Internal
Pending - 3rd Party
Pending - Customer
Resolved...

Closed...
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Assigned agent/team

The field in the bottom-right corner shows which agent/team the ticket is assigned to. Clicking on this field opens a
drop-down menu with a list of teams and agents that the ticket can be assigned to, depending on the assigned
department. You can assign a ticket to a team or an agent by typing the name or by navigating through the menu. If an
agent is set to unavailable this will show.

The padlock icon indicates that the team is set to private. You can assign a ticket to this team, but you will lose access to
the ticket unless you are a member.

Support Kristian Pedersen
Datacenter None

Security (1

Naone
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Sidebar

The sidebar consist of two areas: the content menu at the top, and the ticket classification and information below.

Communicafion 2
Tasks 1/2
Attachments 1

Time logs 0

fu

L

Service targets

L

Relationships

ENDUSER VISIBILITY
Visible

@& Follow

Created by Harold Matthews

Last modified by Harold Matthews

d minute ago

Content menu

The content menu changes the content displayed in the center of the ticket page. You can switch between
communication, tasks, attachments, time logs, service targets and relationships. There is a number next to each
option, which indicates the number of elements attached to that specific option.

Attempting to delete a task, time log or risk before they are saved initially will result in a popup asking for confirmation.
Attempting to delete this after they’ve been saved will not, but the ticket/change must be saved before they are
deleted which acts as form of confirmation.

Ticket classifications and information

If necessary, you can make changes to the ticket classification here. Type, priority, category, source and Visibility all
work as described in the previous chapter Create a new ticket: Classification sidebar. The visibility option can be useful

in several scenarios, for example when:
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» handling HR tickets within Pureservice
« an agent has reported a ticket and is working on it himself/herself
+ the affected user doesn’t need any feedback

If you follow a ticket, you will receive an email each time the _status _ changes.

At the bottom of the sidebar, you will find information about when the ticket was created, modified, resolved and

closed.
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Center content

As mentioned in the previous chapter, the content displayed in the center depends on the option chosen in the content
menu (communication or attachments).
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Choosing the communication option in the content menu opens the ticket's communication feed. Here, you can read,

create and delete communication entries. The entries are sorted descending, meaning that the most recent entry is on

the top of the list. The communication feed is also updated automatically when new communication objects (message,

internal note, sms) are added.

New message v

Administrator Hansen
Hei

'

&= Print Show: Communications

Oppdraget er nd avsluttet. Vi pa avdelingen takker for samarbeidet og haper at oppdraget svarte til forventningen du hadde.

Hwis du mener noen oppgaver gjenstar, er det fint om du svarer pa denne e-posten innen 5 arbeidsdager.

Administrator Hansen
Var i kontakt med kunden. Hun klarer seg fint en stund til.

Administrator Hansen
Administrator Hansen
Her er link til skjemaet:
https//kurs.pureservice com/&/tickets/new?id=32

Legge til en Skriver: 05 X

Administrator Hansen
Har dere dette pa lager

9 Har problemer med batteri pa PC. Det varer bare 5 minutter.

Create communication entry

You can create a New message, New SMS, New internal note or New task. New message is set as default entry type,

but you can easily choose to create one of the others instead. Simply click on the arrow next to ‘New message’, and

select either of the choices you get.

Mew message v

Mew message
Mew 5MS
Mew internal note

Mew task
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If the ticket has related tickets, two more choices are available: New message to reated tickets and New internal note

to related tickets. Using one of these will add the message or note to all related tickets.

MNew message

Mew message to related tickets
Mew internal note

Mew internal note to related tickets
Mew task

Mew time log

Hovering the pointer over a recipient of a message shows their email address.

New message = Print

Cc

Bjerghild FjelFaus x

bjorghild@pureservice.local

test

Communication types

There are different types of entries in this feed: description, internal note, message and SMS. If a ticket is resolved or
closed, there will also be a solution entry in the communication feed.

Description

The description is marked with an information icon, and is the same as the content entered in the description field
when the ticket was created.

0 The printer displays error message f302x

Click on the description entry or Edit & if you need to make any changes to it.

User not able to log in, needs to have her password reset

1 B ! 5 = — A = = Close

Click Move description to top P to set the description at the top of the communication feed. When at the top, click
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again to set at the bottom of the feed. The icon is only visible if it is 2 or more elements in the feed.
Click Forward ticket ™ to send the description in an email where you must define a new recipient.

Click Reply ™ tosend a reply to the end user with the description.

Internal note

New internal note B

T B I - = — B\ =E = L Cancel m

Internal note is marked with a notebook icon, and is a function that enables agents to leave notes to other agents or
administrators in Pureservice. The note will not be sent to the user who reported the ticket. Internal notes are not
visible to the end user in Selfservice. All agents and administrators can delete internal notes by clicking Delete.

The note can be pinned to the top of the communication list. This is done by pressing the button, and selecting

Pin note.

* Internal notes are not visible to the end user in Selfservice.

Internal note templates

Clicking the icon opens the template menu, showing your personal and shared templates.
SELECT TEMPLATE &+ Mew
PERSOMAL

ADMINISTRATORS
Bug escalation

Force update

You can see who created the template by hovering the mouse over the icon, and here it is also possible edit and
delete templates.

Clicking on one of the templates pastes the template into the internal note window.

+ MNew
Creating a new Internal note template is done by clicking the icon in the template menu. This opens a
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modal window.

NMEW INTERMNAL NOTE TEMPLATE
NAME =
CONTENTS =
m B / = = — HA EH =
TEAM Personal -~
Cancel

SMs

The SMS function enables you to send a SMS from Pureservice to a user. The entry type is marked with a mobile phone
icon. If two-way SMS is configured, the user can reply to the SMS message.

Rose Torres a day ago

To: +4711223344
Created: Wed, Aug 2 2017 01:24

Feilen er rettet

* SMS messages sent to or from the end user is visible to the end user in Selfservice.
SMS messages sent to or from a third party is not visible to the end user in Selfservice.

sms templates

Clicking the icon opens the template menu, showing your personal and shared templates.
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SELECT TEMPLATE = Mew

PERSOMAL

ADMIMISTRATORS

Bug escalation

Force update

]
You can see who created the template by hovering the mouse over the “ icon, and here it is also possible edit and

delete templates.

Clicking on one of the templates pastes the template into the SMS window.

&= Mew
Creating a new SMS template is done by clicking the icon in the template menu. This opens a modal
window.
NEW SMS TEMPLATE
NAME *
CONTENTS *
TEAM Personal -
Cancel
Message

The message function enables you to send an email from Pureservice to a user. The entry type is marked with a
message bubble icon.
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Christine Lauvette a minute ago
Subject: RE: Printer n orking 1D 203

Created: Fri, May 25 2013 11:59

Dear Harold

Thank you, the printer iz working now. You can close the case.

You can chose to reply or forward an incoming message. You do this by clicking Reply or Forward. It is also possible to
delete existing messages.

By default, the user who reported the ticket is entered in the “To” field on new messages you create or messages you
reply to. Messages you forward will have an empty “To” field. You can also add recipients, either in the “To”" field or “Cc”.
To do this, simply search for a user, for example by first name, last name, company, phone number or email. Any users
added to the ticket CC will automatically be added to the CC of a new message.

Gunhild Hanzen X

-
-
x

Persephone Ray X%

EMMNE Ikke noe WiFi signal i 2. etasje

l B ! £ = — HBA =HmE = ¢ & Avbryt m

When sending a message, you can choose to use a message template, by clicking on the icon, or FAQ article, by

clicking the icon. You can edit the template or article before sending the message.

Message templates

Clicking the icon opens the template menu, showing your personal and shared templates.
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SELECT TEMPLATE & Mew

PERSOMAL

ADMIMISTRATORS

Bug escalation - 7

I\_.

Force update

You can see who created the template by hovering the mouse over the & icon, and here it is also possible edit and
delete templates.

Clicking on one of the templates pastes the template into the message window.

+ MNew
Creating a new message template is done by clicking the icon in the template menu. This opens a modal
window.
NEW MESSAGE TEMPLATE
NAME *
CONTENTS =
b || B ! = = — BA L] =
TEAM Personal -
ATTACHMENTS
Cancel
FAQS
= £y
The icon opens the FAQ menu. Click on a FAQ to paste it into the message window or click the icon to go

directly to the article.
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SELECT FAQ

LAST VIEWED FAQ

VPN setup

FAQ

(]

VPN setup

Ermail on maobile device

* Messages sent to or from the end user is visible to the end user in Selfservice.
Messages sent to or from a third party is not visible to the end user in Selfservice.

Solution

It is mandatory to fill out a solution when changing a ticket’s status to resolved or closed.

Christine Lauvette
The toner cartridge was damaged, and needed to be replaced.

If Enduser visibility is set to: Visible without receipt-/solution e-mails or Not visible the solution will not be sent to
the end user. The icon will indicate this.

Christine Lauvette
The toner cartridge was damaged, and needed to be replaced.

If there are no Recipients added to the case the solution email is controlled by the E-mail user when Ticket is resolved
workflow, and uses the Send E-mail On Ticket Solved template. If a Recipient has been added to the case the E-mail
user and ticket recipients (CC) when Ticket is resolved workflow will be used instead, and it will use the Send E-mail On
Ticket Solved To End User and Ticket Recipients (CC) template.

Any previous communication in the ticket can be used as a solution by pressing the icon, and selecting Use as
solution and resolve ticket. This will set the ticket status to solved, and automatically fill the solution field with the
content of the communication.

Hidden information

Some of the communication types, such as internal note and message, hide less important information by default. Click
on the entry to show all information.

For example, messages contain hidden info like receiver and sent status, and internal notes show when it was created
and last edited.
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Rob Eng 6 minutes ago

Subject: FW: Check these printers for service [INC 1D# 141]
To- Harold Matthews
Created: on, Dec 10 2018 15:31

Hi,

Check the below printers marked in red for service

Rob

Click Show whole message ™ to view the full e-mail in the communication feed.

Filtering the feed

There is a filter to the right in the centre content section. The filter is by default set to communications, but you can
also choose to show all, communications (w/o notes), notes, solutions, description and history.

Show: Communications ~ I

All

Communications
Communications (w/'o notes)
Motes

Solutions

Description

History

By clicking on Sort with oldest on top IF the oldest elements in the communication feed will be shown at the top.

Click again to sort with newest on top in the feed.

By choosing Show:All or Show:History, you will be able to see system details such as if any communication has been
deleted and who did it and different changes to the ticket.

Harold Mathews 2 minutter siden
MNote deleted
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Tasks

Choosing Tasks in the Sidebar shows you the tasks belonging to this ticket.

Add a new task by clicking Add task. Expand the details to see details and to open edit mode.

Addtask ¥

1D SUMMARY ASSIGMEE DUE DATE DETAILS

_ Administrat
= 1 Ordernewink ministrEars 26.06.2018 12:00 HP Desklet 26.
Harold Mathews

>

HP Desklet 2632 AID

) ) Administrators
2 Check printer drivers 26.06.2018 12:00 w
Carlos Adams

i L Adrinistrators
3 Perform printer calibration 25.06.2018 15:00 w
Harold Mathews

The blue number in the sidebar after Tasks shows how many active tasks that are assigned to you.
The numbers to the right shows how many completed tasks / tasks in total this ticket has.

Communicaficn 2
Tasks @ 1/3
Astachments 2
Time logs 0
Service targets 1
Related assets a

COMPLETED
O x
& Edit
[t x
a ®
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Attachments

* The max file size for attachments uploaded directly to Pureservice is 1T0MB and you will get an error message
specifying this if you attempt to upload larger files.
Larger files can be imported if sent through an email — the default limit is 20MB in Exchange (Outlook) and
25MB in Gmail.

Choosing the attachments option in the content menu opens the ticket’s attachments. Here, you can add, preview,
download and delete attachments. It is also possible to choose which attachments should be visible to the enduser.

Add file = Lh

Logs
2L 412 ME - from Kare Robinsen ™ vis

L—I L:ug-s.zip

=)
!
'
[=]
i1
a
(=9
[ =
L
m

Add file

You can add an attachment in one of two ways: either press Add file and browse the file system for the file, or drag-
and-drop the file from a folder to the center content section. Below is a picture that illustrates how to drag-and-drop a
file.

Add file

T —

=

Pureservice will let you know if you are outside the drag-and-drop boundaries, by replacing + Copy with a forbidden

sign S

You can add any previously uploaded attachment to a new communication by using the % icon.
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Identical attachments will automatically be grouped together. This also includes images in the users mail signature.

Preview

To preview an attachment, click on the thumbnail. The attachment will be displayed centred on your screen and in full-
size.

Download

If you want to download an attachment to your local machine, simply click on the file name or use the £ icon to
download all attachments.

Delete

Hover over an attachment until a delete button appears. Click on the button to remove the attachment from the ticket.

Add file

O fatal_error
Christine Lauvette
fatal errorPMG

=

| HET SemdZadked ERS0A: HNOE

Attachment visibility

When adding an attachment to tickets, the attachment is visible to the end user by default. Remove the tick in the
Visible for end user box to make the attachment visible to the agent only.
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Time Iogs

Choosing Time logs in the Sidebar shows you time logs related to this ticket.

Add a new time log by clicking Add time log. Expand the details to see details and to open edit mode.

Add time log
SUMMARY HOURS MIMUTES COMFPLETED COMPLETED BY DETAILS
Checked drivers on print server 0 30 25.06.2018 Carlos Adams w - x

TOTAL REGISTERED: Oh 30m

The numbers to the right in the sidebar menu shows you the total amount of time logged on this ticket.

Communicaficn 2
Tasks @ 1/3
Atiachments 2
Time logs 0-30

Service targets ]

Related assets Q
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Choosing Relationships in the Sidebar shows you tickets, changes and assets related to this ticket.

New ticket relationship ~
& Tickets

D SUBJECT

112 Not able to send ...
33 Changes

D SUBJECT

2 Upgrade email s...
W Assets

NAME SN

Mailserver 123

YR

Incident

=
o
m

Mormal

2
o
m

Servers

STATUS

In Progress

STATUS

MNew

STATUS

Active

[
To remove a relationship, click the “~ button next to the relationship.

All ~

RELATIONSHIP TO TICK. ..

Solved by

RELATIONSHIP TO TICK...

Related to

RELATIONSHIP TO TICK. ..

Is related to

The numbers to the right in the sidebar shows you the how many items are related to the ticket.

Communicafion 0
Tazks 0/0
Astachments 0
Time |<:|Es 0
Service targets 3
Relationships 0

Solving relationships

If a solving relationship is chosen as the relationship type, you can solve all related tickets at the same time.

Information in the header will show if this ticket resolves other tickets,

Office Center AS > Oscar Stafford > INC110

or if the ticket is resolved by another ticket.

Office Center AS > Oscar Stafford > INC112

% This ticket is set to be resolved by another ticket. Go to ticket.

S This ticket is set to resolve other tickets.
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It is also possible to send messages and save internal notes to all related tickets from the parent ticket.

Mew message

MNew message to related tickets
Mew internal note

Mew internal note to related tickets
MNew task

MNew time log

When solving the parent ticket, all child tickets will be solved as well, sending out the same solution emails.

Solution (will be sent to enduser) This solution will be copied to all open related solvable tickets

Mail server is now upgraded and working again. Thank you for your patience.

ATTACHMENTS +

T B I £ = — B = = & (1}

* Whether a child ticket can be resolved or reopened independently or not depends on what is set in the
relationship type settings in the Administrator
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New relationships

Relate new items by clicking the button or by choosing relationship type in the top menu.

Mew ticket relationship w

New ticket relationship
@ Tickets New change relationship

D MNew asset relationship

=

Search for other tickets to relate by searching for the ticket subject.

Only the tickets that conform to already created relationship-types will be available in this search. If you are unable to
find the ticket you are trying to relate to, make sure the relationship-type is created by an administrator.

EW TICKET RELATIONSHIP

il Q,

Q, Search results for "mail” (1)

112 Mot able to send emails Incident Mormal IM PROGRESS

Close
If more than one relationship type is available, you need to choose this in the drop-down box
1D SUBIECT TYPE STATUS RELATIONSHIP TO TICK. ..
112 MNotabletosend ... Incident In Progress frEEie -
Solved by
Related to
JC Changes
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NEW CHAMNGE RELATIONSHIP X
SErver Q
Q, Search results for "server” (1)

#2 Upgrade email server Normal NEW %
Close

Search for an asset by using the search field, or choose an asset already related to the end user or

company

MEW ASSET RELATIOMNSHIP X
mmiail| Q
& End user assets (0)

B Company assets (0]
Q. Search results for "mail” (1)
I Mailserver Senvers ACTIVE %,
Close
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Create a change from ticket

If you press the 2 icon in the header, you will open a menu for creating a change based on the ticket you have open.

This change can copy information from the open ticket, specifically coordinator, description, attachments and
subject. Otherwise fill in all informastion as you would when creating a change.(Press here for more information about

changes)

CREATE CHANGE FROM TICKET

.
REQUESTER -
52t yoursalf as requester
TYPE Mormal w
IMPACT  Person ~
URGENCY Mormal et
PRIORITY
COORDINATOR Mo coordinator B
52t assigned agent as change coordinator
DESCRIPTION *
B I Y & A~ # v Paagraph v I @
Copy ticket description
SUBJECT =
Copy ticket subject
CATEGORY e
ATTACHMENTS -
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Apps

On the right hand side there is a menu for integrating apps with Pureservice. These apps have to be configured in

Admin -> General -> Apps

narl vandegy

Show: Communications v

- L MASKININFO (SCCM)

Run

Page 80 of 421



Pureservice AS Pureservice - User Manual (with Administrator) - 1_en

Documaster-lookup

Documaster gives agent access to view ticket archived in Documaster.
Enabling the app
To display the Documaster-widget you need to enable it (unless the “always on” flag has been set in the configuration).

UMDER ARBEID

Support feam

Christina Meriel

- - - T
:Communications L— a 11

Documaster

Using the app

When the app is active, you can see if the ticket has been archived in Documaster. If the ticket is archived, the ticket
number along with it’s initial archival timestamp will be displayed. We also provide a link that opens the ticket in
Documaster.
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t’

@ DOCUMASTER

s ago

Jngue 2022/210
t med
29.05.2022 11:21

Open in Documaster &

rs ago

angue
t med

rs ago

angue
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User information

This app gathers the info from the end users profile and displays it in the sidebar.

Enabling the app

To display profile information you need to enable the app by selecting it

1N

Christina Meriel

Jommunications -~ £z @

| Uzer information i

Using the app

When the app is selected you can view relevant profile information in the sidebar

Fkonomi

Christina Meriel

_ommunications

& USER INFORMATION

Christina Merig
[crm@pureservicelocal)

23205140 (default)
8765432
crm@pureservice local

Sarkedalsveien 6, 0362 Oslo
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Company information

This app gathers the info from the end users company and displays it in the sidebar.

Enabling the app

To display profile information you need to enable the app by selecting it

oimii

Christina Meriel

_ommunications -~

Y

| Company information

Using the app

When the app is selected you can view relevant company information in the sidebar

[ l‘.l:: MCHTI

Christina Meriel

_ommunications

B COMPANY INFORMATION

Syscom
(918954430}

10334

http:/fowwsyscomworld.co
mynoy

http:/fservicedesk pureservic [

£.com

Kunde siden: 2017-06-22.
Avtalens utlopsdato: 2019-01-
01.
Produkter: Pureservice,
Mobilelron
Kontraktspris: 232436
Firmainfo: Syscom er spesialister
pé IT Sarvice Management og IT
sikkerhet. Syscom tilkyr

% konsulenttjenester, rddginming
og markedsledende lasninger.
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Latest tickets

This app shows the latest tickets from the end user or its company.
Enabling the app
Enable the app to display info about the latest tickets.

Technical Suppor

John Nordmann

Show: Communications l:_ - @

Latest tickets

Using the app

When the app is enabled, you can view up to the 10 latest tickets on an end user or its company.

Technical Suppori

John MNordmann

Show: Communications L:

@ LAST TICKETS ON COMPANY 'n'
User
™ Company
11 - Install new printeron 5._. UNDER ARE._.. I
6 hours ago
9 - Server down during maint. .. UMDER A_.

& hours ago

Assigned To =t

Rob Eng (5 open tickets)

Click on settings £} to choose whether to see the end users tickets or the companys.
Click on show assigned agent ... to show more info on one ticket.
Click on assign ticket &% t0 assign the ticket to the agent who had that ticket last time.
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Pureservice 2 lookup

This app connects to an instance of Pureservice 2 and make it possible to view Pureservice 2 tickets.

Enabling the app

To display profile information you need to enable the app by selecting it

oimii

Christina Meriel

_ommunications EH

P52 - Oppslag

Using the app

When the app is selected you can view relevant profile information in the sidebar

omi

Christina Meriel

Communications -~

SEARCH IN ALL INCIDENTS

By searching, you will see all tickets containing the search word. If you click on a result, a new browser window will
open and take you to the Pureservice 2 instance.
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PURESERVICE 2 X

007065 - @nsker utsatt betaling 70: CLOSED
Til 16. Mars 2015 pé fakturanr 55454
Created 3 years ago Type: Hendels2

Last modified 3 years ago Pricrity: Hay

006477 - Bil kom ikke til avtalt tid 70 CLOSED
Bil: (& 1222 kom ikke til avtalt tid. Ble bestilt maitaxi til kI 12:00 den 4/3-14.

Den kom ikke far 13:30. Type: Hendelz=
Kunde ber om refusjon av faktura. Priority: Medium
Created 4 years ago

Last modified 4 years ago

002645 - Far ikke tilgang til fakturamodul 70: CLOSED
Far feilmelding 3¢

Created & years ago Type: Hendels=
Last modified 6 years ago Priority: Marmal
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SCCM lookup

One of the apps available is Microsoft System Center Configuration Manager 2012 R2. If configured correctly it should
allow the agent to query the SCCM database for information regarding the computer related to the end user.

* The SCCM App is only a lookup tool and is not related to Asset or Asset Import in Pureservice.

Enabling the app

To display profile information you need to enable the app by selecting it

Fonomi

Christina Meriel

ommunications -~ ==

| SCCM 2012 R2 - Maskininfo (SCCM])

Using the app

When the app is selected you can view relevant profile information in the sidebar

Fkonomi

Christina Meriel

_ommunications -

L MASKININFO (SCCM)

Run
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SCCM LOOKUP

L Machine details
MACHINE NAME CLIENTO3 e
wopeL  Microsoft Corporation Virtual Machine
LAST INvENTORY 28.02.2016 20:04
opEraTING svsTEM  Microsoft Windows 7 Enterprise Service Pack 1
SERVICE TaG 3977-0232-9636-6457-73353-0758-27

£ Hard drives

c- Space fres: 31.60GE
Total size: 5090 GE

Ol 8 8% used of available disk space

& Memory

TOTAL MEMORY 2.00 GB

82 CPu
cru  InteliR) Xeon(R) CPU E3-2670 0 @ 2.60GHz @ 2600
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Pureservice connect

You can remote control the end user by clicking the o icon in the SCCM lookup window.

First time using Pureservice Connect these popup window will ask for permission.

i . x [
Open Pureservice.Connect?

Always open these types of links in the associated app

Open Pureservice.Connect Cancel

Pureservice Connect

0 Pureservice Connect is trying to open

“CAWINDOWS, System 32\ mstsc exe”
with arguments
“AnCLIEMTO3"

Add this application to the trusted list?

Yes | | Mo

!
TSl O o SO T O 0 o0 0Ol T T SOy

Install Pureservice Connect here
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Links

This app shows agents custom links added by administrators.

Enabling the app
To display custom links you need to enable the app by selecting it.

Administrators

Harold Mathews

Communications =as

=]
[=1)
ol
=

)

| Link - Useful links

Using the app

When the app is selected you can view custom links added by the administrators in the sidebar.

Administrators

Harold Mathews

Communications

=]
(=1}
[=1]
s

24 days ag & USEFUL LINKS

Pureservice support

By clicking a link a new tab is opened in the browser window.
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Jira

One of the apps available is Jira. If configured correctly it should allow the agent to see and create issues in Jira.

Enabling the app

To display the Jira widget you need to enable it

Su ppor

Oscar Stafford

ommunications -
L L]

rdo est, quis.

Using the app

When the app is selected you can see linked Jira issues, link existing Jira issues and create new Jira issues (if allowed) in
the sidebar.

Su ppor

Oscar Stafford

Communications

=L
o
L

[51)
=]

g & JIRA

_ Linked Link existing =
1odo est, quis.

h
=

ol
v}
51}
[
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Create new issue

==
Creating a new Jira issue is done by clicking the icon in the app.

Depending on the setup, some of these fields might be prepopulated or removed. Fields marked with a star are
mandatory fields.

The Project, Issue type, Status, Priority and Assignee field contain information from Jira.
Attachments must be added to the Pureservice ticket before adding them to the Jira issue.

It is possible to add summary and description from the Pureservice ticket by clicking Add summary/description from
ticket

JIRA - CREATE NEW

PROJECT * Select... hd
SSUE TYPE *

STATUS * Select... i
PRICRITY * Select... A

ASSIGMEE

ATTACHMENTS Mo attachrnents - you must add attachments to the ticket before adding them here.

SUMMARY *®

DESCRIPTION *

Add summary/description from ticket
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Working with existing issues

If the Pureservice ticket already has existing linked Jira issues, they will be visible in the app under Linked

& JIRA
Linked Link existing =p
LINKED JIRA IS5UES (1
0 105p3-21
Project |05 Pureservice 3
Status Backlog
Priority Major &
Assigned Unassigned

Click Link existing for linking a new Jira issue. A search box appears, here you can search for existing Jira issues, either
by Jira key or query.

& JIRA

Linked Link existing +

All Jira issues matching the search appears below the search box.

& JIRA
Linked Link existing +
gapp2-103 Q
B0 aapp2-108
Project Android part 2
Status Backlog
Priority Minor ¥
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00

Click on the Link issue icon to link the Jira issue to the Pureservice ticket.
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ServiceNow

One of the apps available is ServiceNow. If configured correctly it should allow the agent to see and create cases in

ServiceNow.

Enabling the app

To display the ServieNow widget you need to enable it (unless the “always on” flag had been set in the configuration)

IT Team

Terje Hansen

v = A =

2 months ago

o
L
1]
o
=
o
wr
o]

Using the app

When the app is selected you can see the linked ServiceNow case, view existing comments and send new comments. If
additional attachments are added to the ticket in Pureservice, these can also be sent to ServiceNow from the comment

dialog.
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Sales

John McCarthy

e 5 e <

) ) SERVICENOW
3 dager siden

CS0001234
Subject PC problems
State New
3 dager siden
Priority Low

I'm experiencing issues with my computer.
Everything is frozen and | can't even move my
mouse pointer. | need help, fast!
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Create a new issue

s
Creating a new ServiceNow case is done by clicking the icon in the app.

The Impact and Urgency fields are values from ServiceNow. The other fields (Attachments, Summary and
Description) can be copied from the ticket by using the Add from ticket links in the dialog

Attachments must be added to the Pureservice ticket before adding them to the ServiceNow issue.

SERVICENOW - CREATE NEW

IMPACT * Select... v
URGENCY * Select... v
ATTACHMENTS Q

Add all ticket attachments

SUMMARY * Phones
DESCRIPTION * | We need your help with an urgent matter. None of our phones seem to get an outgoing
connection.

Add summary/description from ticket
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Working with existing cases

If the Pureservice ticket already has existing linked ServiceNow cases, they will be visible in the app

g
0 | e35

John McCarthy

() SERVICENOW

3 dager siden
C50001234
Subject PC problems
State New

3 dager siden o
Priority Low
I'm experiencing issues with my computer.
Everything is frozen and | can't even move my
mouse pointer. | need help, fast!

Click the speech bubble icon to open the comments dialog. Here you can view the comments and internal notes

in ServiceNow as well as send new ones. If new attachments are added to the ticket, they will be available to send from
this dialog.
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SERVICENOW - COMMENTS - X

sn_pureservice_integration an hour ago
Can you please expedite this case?

Add comment
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Changes

As mentioned in the previous chapter, Pureservice organizes tickets by grouping them into predefined lists. If the
Change module is installed, you will also be able to see the lists regarding change requests, and tasks.

Change requests and tasks are organized into sets of predefined lists, to make the workload easier to handle. In

T
addition, you can create your own lists by clicking on the filter icon in the upper right corner. You can read
more about the change filter in the subchapter List functions — Change filter.

e 4 9 @Ramg

Lists Changes - Coordinated by me  Status %  Coordinator X | ¥ = Boad = List

22 Dashboard D Subject Requester v Coordinater Priority Risk Status Created Planned

1 New printers to support Linux RobEng RobEng Normal

4 Roadmap: New CSM system in 2025 RobEng RobEng E Change advisory 22minutesago in6years

New AD structure for IT John Nordmann RobEng [ oy [N Ny 35minutesago
Followed 1
Al
Board view
) ) o ) ) 222 Board = List
You can choose to display the changes in a list view or a board view, by pressing . The latter

presents registered changes and statuses in a straightforward and lucid way. It is not possible to filter changes once you
have opened the board view, unlike the list view. In order to filter changes, you have to choose a list while you are still
in the list view, and optionally make changes to the filter, before you enter the board view.

For the time being, it is not possible to move the changes in the board, you can only look at them. This makes the board
particularly valuable in planning meetings, where it is important to have an overview of the statuses.

0 0 o (ajme
Lists. Changes - Coordinated by me £ Board = List

22 Dashboard NY PLANLEGGING CHANGE ADVISORY BOARD IMPLEMENTERING VENTER PA GJENNOMGANG IMPLEMENTERT AVVIST AV CAB

2 Hay # Normal =
Assigned tome 3 | [ New D structure for T New printers to support Linux Roadmap: New CSM system in
LeEmmiEmies o

Unassigned ]

Not set Nat set 21 Jan 2025, 00:00
Followed ] John Nordmann Rob Eng

Tasks

Itis only possible to add tasks to changes. Go to the subchapter Working with a change request — details for

information on how to create tasks.

For general information about tasks, e.g. predefined task lists and list functions, go to the next chapter, Tasks.
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List menu

Changes are sorted into predefined lists in the list menu:

» Coordinated by me: change requests that are coordinated by you personally

* Open: open change requests (with one of the following core statuses: new, planning,
implementation or implemented) without a coordinator

+ All: all change requests

Lists

22 Dashboard

TICKETS
Assignad to me 3
Assignad to my teams 5
Unassigned ]
Followed ]
CHAMNGES

Coordinated by me J

-
=
i
3
1

=
e

TASKS
Assignad to me J

Assignad to my teams

Completed ]

Pay attention to the number to the right of every list heading, as it indicates how many elements there are in that
particular list.
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List functions

The change lists have several important functions: customizable list view, resizable columns, column sorting,
indications of unsaved changes, function to download lists (as CSV files) and a filter to create custom lists. All of the
functions are discussed in the following subchapters. Elements in changes lists are automatically updated if modified
by someone else.

Changes - Coordinated by me  Status %  Coordinator % & h ¢ 252 Board = List
b} Subject Requester ~  Coordinator Priority Risk Status Created Planned
AR New printers to support Linux RobEng RobEng Normal Planlegging an hour ago
4 Roadmap: New CSM system in 2025 Rob Eng Rob Eng Change advisory an hourago in 6 years
New AD structure for IT John Nordmann RobEng B Ny an hourago

Customizable list view

It is possible to customize both the ticket and change list view. Right click on a column header to open the column
menu, and choose the columns you want to see in the list view.

Y

&
D
Subject
Category
Requester
¥ Coordinator
O Impact

[ Urgency

The column options for the change list view differs slightly from the options for the ticket list view.

Resizable coulmns

To move a column, drag an drop the column.

Created
Created Subject %3

To resize a column, simply drag the column to the desired length.

Created *‘"" Subject

= Aaover amn imle .
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Coulmn sorting

To move a column, drag an drop the column.

Created
Created Subject [@3

To resize a column, simply drag the column to the desired width.

Created “"" Subject

2 Az amn il FEe

Unsaved changes

The pencil icon s/ ,in the leftmost column, indicates that a change request has been modified and that the changes
have not been saved. In addition, most of the row is highlighted.

Changes - Coordinated by me  Status %  Coordinator % | T i Board = List

D Subject Requester *  Coordinator Priority Risk Status Created Planned

£ 1 New printers to support Linux RobEng RobEng Planlegging an hour ago

4 Roadmap: New CSM system in 2025 Rob Eng Rob Eng Lav. Change advisory ... an hour ago in6years

2 New AD structure for IT John Nordmann Reb Eng Hay 10 Ny an hour ago

Delete change

Agents can mark changes for deletion to show the administrators that the marked change can be deleted. Agents
cannot delete the change themselves, as this require access to the admin console.

To mark a change for deletion you need to right click one or more changes in the list and chose Mark selected
changes for deletion

Roadmap: New CSM system in.._

' Open selected changes

New AD structure for IT
Bl Mark selected changes for deletion
b Eng

1 Mew printers to support Linux

Download change list

You can download the list you are currently viewing or working on, by clicking in the upper right corner. The
list is downloaded as a CSV file, and can be opened by programs such as Microsoft Excel. All columns are included in the
downloaded file, even the columns you have hidden in the Agent Console.
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Change filter

As mentioned earlier in the User Manual, Pureservice comes with a set of predefined change lists (coordinated by me,
open and all). Each list has a default filter applied to its record set. It is also possible to create custom filters and lists, or

temporarily edit the default ones. Click to open the filter menu. To close the menu, click on the filter button
again.
Filter
STATUS New, Planning, Change adv... COORDINATOR v CREATED Anytime v
TYoE - SUBJECT MODIFIED  Anytime %
IMBACT ~ COMPANY Q PLANNED Anytime A
URGENCY ~ RELATIONSHIPS Notsel .. MPLEMENTED Anytime A
PRIORITY A MARKED FOR DELETION Don't show marked hd
RISK  Any v

CATEGORY hd

When it comes to the change filter, Pureservice lets you filter changes based on status, type, impact, urgency,
priority, risk, category, coordinator, subject, company, relationships, created, modified planned, implemented
and Marked for deletion.

Edit a default filter

Most default filter comes with a set of predefined values. Simply click on the drop-down lists to select the options (one
or multiple) that are best suited for your list.
Once you have made changes to a default filter, a “Reset” button appears to the left of the “Save As” button. Click on

the “Reset” button (or the -button near the top of the page) to undo changes.
Changes made to a default filter are only temporary. To save the changes, you have to create a new personal list.

Changes - Open Status ¥ D

Filter
STATUS Mew;, Planning, Change advisor... ~ COORDINATOR e
—_— - SUBJECT
MPACT W FLANNED  Anytime i
URGENCY w IMPLEMENTED Anytime b
PRIORITY v RELATIOMSHIPS Not selec... ~
RISK Any w

o -]
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Create a new personal list

To create a custom-made personal list, select an existing list as a baseline for the new one and open the filter menu. You
can either make changes to the chosen filter before saving it as a list, or edit the personal list after it has been created.
Clicking “Save as” will open a modal window where you can enter a unique list name, and create the list.

CREATE NEW LIST

MAME® | My changes - medium priority

Press “Add” to create the list.

Ticket

&8 Dashboard

TICKETS
Assigned to me
Assigned to my teams
Unassigned

Followed

Low & medium priority

CHANGES
Coordinated by me

Open

All

My changes - medium prio. ..

Custom-made lists are visible beneath the predefined lists.

Edit and delete an existing personal list
It is possible to edit both the filter values of a personal list and its name. You can also delete a personal list.

When you hover over a personal list, two new icons (a pencil and a cross) appear to the right of its name.

Page 106 of 421



Pureservice AS Pureservice - User Manual (with Administrator) - 1_en

CHAMGES
Coordinated by me 0]
Open 2]
2]
x

All

My changes - medium prio_.. #

To edit the list name, click in the pencil. Doing so will open a modal window, where you can rename the list.

RENAME "MY CHANGES - MEDIUM PRIORITY"

MAME® My changes - medium priority

To delete a personal list, click on the cross. You will have to confirm your choice in order to delete the chosen list.
COMNFIRM

Are you sure you want to delete the list "My changes -
medium priority™?

cac

In order to make changes to filter values, simply click on the custom-made list you want to edit. Make sure that the filter
menu is open. Once you have made changes to the filter, you can choose to reset it, save and overwrite the existing list
or save as a new list.
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Filter

5TATUS  Mew, Planning, Change advisor....

TYPE

IMPACT

URGENCY

PRIORITY

RISK Any

Pureservice - User Manual (with Administrator) - 1_en

COORDINATOR

SUBJECT

PLANNED

IMPLEMENTED

RELATIOMSHIPS

Anytime w
Anytime w

Not selec...

* The custom-made personal lists are located beneath the predefined lists. You can distinguish between these

. . &, u L . .
two types by hovering over them. The icons - are only visible when hovering over a custom-made list.

Unsaved changes

Changes made to a filter, belonging to either a default or a personal list, are stored in your browsers local storage until
you save them. A star is displayed next to the list to indicate that the list has unsaved changes.

CHAMGES
Coordinated by me 0]
Open a
All B

£ d My changes - medium prio. .. 1]
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Board view

You can choose between two views when looking at the Changes overview; List view which is the default setting and
Board view.

You can freely switch between which view you want in the top right corner when looking at a List of Changes, directly
below your name and profile image. This setting is personal and will not affect other Agents and Administrators.

% #1-Upgradevi3 ® | G #2-Servermaintenance % [ e 4 09 &  OlaNormann
Lists Changes - All = List

28 Dashboard NY PLANLEGGING CHANGE ADVISORY B IMPLEMENTERING VENTER PA GJENNOM_ IMPLEMENTERT AVVIST AV CAB
UldEs 1 Norms!| 7] Normal

Assigned to me Upgrade v13 Server maintenance

Assigned to my teams

Unassigned » ;

May 11, 20:00 - 22:00 y;;’:* ;;jg;' -0
Followed Ofa Normann Y.
Carlos Adams

CHANGES

Coordinated by me

Open

TASKS
Assigned to me
Assigned to my teams

Completed

As you can see above, it is very easy to get an overview of what statuses each Change currently has in this view, along
with some nice-to-have information such as Planned Date (the calendar icon), Finished Date (the calendar icon with a
check mark), and the Change requester.

Page 109 of 421



Pureservice AS Pureservice - User Manual (with Administrator) - 1_en

Create a new change

To create a change manually, simply click on the “New” button in the leftmost menu.

Clicking on the “New” button opens a modal window, where you can choose to create a ticket or a change.

CREATE NEW REQUEST —

& ped

TICKET CHANGE

b Select template REQUESTER* RobEng

TYPE DESCRIPTION*
Normal

IMPACT

Person

URGENCY

Normal

PRIORITY

Lav

COORDINATOR

No coordinator

SUBJECT™
CATEGORY e

ATTACHMENTS ==

. Select t lat . . Lo
Click the ¥ Select template button to create a new change based on a previously made template. Any information in

the template will override what’s currently written.
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Classification sidebar

The fields in the left sidebar are automatically populated with default values.

TYPE

Mormal

MPACT
Person

URGEMCY

Mormal

COORDIMATOR

Rob Eng

Impact and Urgency are both drop-down menus. If the default values do not apply for the change you are creating,
you can easily replace them. Priority is set automatically based on Impact and Urgency.

Type
An administrator can create new or modify change types. Types are used to describe what type of change it is.

Impact

Pureservice comes with a set of impact values: A department, A service and A person. Each value says something
about whom the change will affect. The default impact value for a new change request is A person.

MPACT
A departement

A zervice

A person

Urgency

You can choose between four predefined urgencies when registering a change manually: Critical, High, Medium and

Low. Default urgency value for a new change request is Medium.
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URGEMCY

Critical
High
Medium

Lowr

Priority
Which priority a change request gets, depends on the chosen impact and urgency values. The priority is automatically

set by Pureservice, and cannot be set manually.

* Administrators can configure the priority values in the Administrator Console.

Coordinator

A change coordinator within the teams you are member of can be set.
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Change details

The Requester field is automatically populated, while you have to fill out the others manually. Description and
Subject is mandatory. Category can be set as mandatory through the administrator settings.

REQUESTER* RobEng

DESCRIPTION *

SUBJECT*
CATEGORY "
ATTACHMENTS

Requester

Pureservice automatically populates the Requester field with the name of the logged in user. If you need to switch the
requester, you can easily replace him/her by searching for another existing user, or by creating a new one.

Existing user

REQUESTER* | Christi

Christina Meriel
chnistina@pureservice local
22002200 o company)

Christian Johannessen

cj@syscomworld.com
22002200 Syscom AS

New user

Clicking the “+” in the user search bar opens a new modal window where you can enter the necessary contact

information to create a new user.
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CREATE NEW ENDUSER

GIVEN NAME® |

SURMNAME®

Contact Information
EMAIL®
Maote: This will be the username

TELEPHOME

Organization

COMPANY | Type to search..

Account activation

NOTIFY USER? |:|

* Given name, Surname and Email are all mandatory fields. The email is also the Pureservice username.
Please note that you can choose to notify the user about the newly created Pureservice account.

Description

It is important that you describe what the change request is about. Fill in suitable information in the description area.

DESCRIPTION®

There is a tool line at the bottom, with the following functions:
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Lh

Deleted text

Alignment

Unordered list

Insert horizontal rule

The content in the subject field is the same as in the subject column in the change list, and is supposed to give a short

summary of the description.

Category

You can select a category in one of two ways: either by choosing one from the drop-down menu, or by searching for the

category name. Setting a category is not mandatory in order to create a change unless this is chosen through

administrator settings.

CATEGORY | Type to search__

¥

Application > Hardware

Client > Operating System
Virtualization Software

Messaging » None

Network e

Print 3

Server H

Telephony ¥

None
Attachment

Disk

Memory
Motherboard
Network Interface
Powersupply

None

Attachments can be added by clicking +Upload file. Multiple attachments can be added.

ATTACHMENTS o

Dashboard.doox

[Z]  kvernribet

a7 3 KB

272KB
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Working with a change

Double click on a change request that you want to work on in the change list in order to open it. The change request’s
working page is divided into three sections:

* Header
e Sidebar
« Center content

Example of a newly created change request:

20 #2-New AD structure f.. % I

Integrate IT » John Nordmann » CHG2 =

lohn Mordmann

MNew AD structure for IT

Details Additem_. ~
Attachments 0

@ pescripTion
Relationships 0

New AD structure for IT

PLANNED DATE

Mar 1, 09-00 - Mar 3, 05:00
TYPE

Normal

IMPACT
Avdeling Arises PROBABILITY IMBACT RISK VALUE

URGENCY Ensure that right GPO is set 100% 10 10
Normal

PRIORITY Total 10
Hay

CATEGORY

MNone

RISK

10

Created by Rob Eng
2 months ago

Last modified by Rob Eng
amonthage

Example of a successfully implemented change request
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x = NE‘N AD strueturs r o _

Integrate IT > John Nordmann » CHG2 =

New AD structure for IT Rob Eng
Details Additem... v
Aftachments
@ pescripTion
HelerzidiTe New AD structure for IT
PLANNED DATE
Mar 1, 09200 - Mar 9, 09:00
TYPE
MNormal
IMPACT
Avdeling TASKS ASSIGNEE puEDATE  COMPLETED
DATE
URGENCY Techmical S "
echnical Suppo
Mormal & Backup of AD structure John Nordmann a month ago
PRIORITY
. - Technical Support
P hell t fo ting AD struct th
Hey @ Powershell script for rewriting AD structure John Nordmann a month ago
CATEGORY
. ) . Technical Support
None @ Testing av verification after change Rob Eng a month ago
RISK
10
W note ¥ RoLLEACK PLAN
Created by Rob Eng . ;
2 months ago Completed and verified ok Took 1 day extra to complete. John will perfom backup.
Last modified by Rob Eng
amonthago
A risks PROBABILITY IMBACT RISK VALUE
Ensure that right GPO is set 1009 10 10
Total 10
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Header

The change header consists of two sections: an upper and a lower section.

3G #5-Hardware updatee... X I

1 ¢}
-

Forsikring AS » Kristian Smith > CHGS

IMPLEMENTING v

Kristian Smith
Hardware update economics department

Upper section

I ¥}
-

Forsikring AS » Kristian 5mith > CHG5

The upper section contains information about the person who requested the change, which company the requester
works for and the change request id. The Save button is disabled until you have made changes to the request.

Change templates

Click the ¥ to either apply or create a new template.When you apply a template to a change, any information saved to
the template will override the current change. When creating a new template, you select what information from the
current change you wish to save to the template.
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SAVE CHAMNGE AS NEW TEMPLATE

Here you can give your template a new name
and decide which fields it should contain. Make
sure all the data you want is already filled in
BEFORE you complete this step and click sawve.

Connection point template

Personal e

O Subject

' Description

O Status

M Coordinator

O Type

O Urgency and impact
M Category

O Mote

O Rollback Plan

# Back Cancel Save

Print

Click the 8 button to print out select information about the change.
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CHANGE PRINT

This print contains the change's subject and number, customer
information and change details. Tasks, note, rollback plan or risks can be
printad by selecting the options below.

Select all

% Description

P Tasks
MNote
Rellback Plan

M Risk
Attachmenits

® Related tickets
Related changes
Related assets

Time legs

Cancel Print

Lower section

IMPLEMENTING ~

Kristian Smith

Hardware update economics depariment

The lower section contains information about the user who requested the change, the request subject, status, and
change request coordinator.

Requester

If you click on the name of the requester, a small window with his/her contact information appears.

Head of support |

Syscom AS
administrator@pureservice local
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It is possible to switch requester. Simply do so by clicking on the pencil

Head of support |

Syscom AS
administrator@pureservice local

Christine Lauvette

You can search for a user, find a user in the drop-down list or create a new user.

To open the users’ profile page and make changes to his/her contact information, click on the arrow .You can
read more about the user profile page in the next chapter: Contacts: User profile page.

Status

It is easy to change the status on a change request. Simply click on the status field in the top-right corner, and a drop-
down list with available options will appear.

MEW ~

Mew

Planning

Implementation

Awaiting review
Implemented successfully

Rejected by the CAB

Coordinator
The coordinator field is automatically set to None when you create a new change request. Clicking on the field will

open a drop-down menu with a list of agents you can set as coordinator. A change request can be assigned to an agent
by typing the name, or by navigating through the menu.
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Christina Meriel

F' ter...
Christina Meriel
Christine Lauvette
Evelyn Sander
Kristoffer Gyranger
Ruth Johansen

Nane
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The sidebar consists of two areas: the center content menu at the top, and the change request classification and

information below.

Details
Affoachments

Relafionships

PLAMMED DATE

Mar 1, 09:00 - Mar 9, 09:00
TYPE

Mormal

IMPACT

Avdeling

URGENCY

Mormal

PRICRITY
Hey

ed by Rob Eng

s 3g0

Last modified by Rob Eng

Content menu

th ago

This menu changes the content displayed in the center of the ticket page. You can switch between details,

attachments and relationships.

Change classification and information

If necessary, you can make changes to the change request classification here. Impact and Urgency work as described

in the previous chapter. At the bottom of the sidebar you will find information regarding when the change was created,

modified, implemented and closed.
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Planned date

PLANMMED DATE
Oct 16, 08200 - Oct 23, 08:00

€ Oct 2015
Su Mo Tu We Th
1
4 5 L+] F) 8
11 12 13 14 15
18 19 20 21 22
25 26 27 28 29

Fr

23
30

Sa

10
17
24
31

Su

18
25

Pureservice - User Manual (with Administrator) - 1_en

Oct 2015 4
Mo Tua We Th Fr Sa

19 20 2 22 Erkm 24
26 27 28 29 30 3

Cancel Choose

It is possible to set a planned start date and end date for the change request. Click on “Planned date” to open the

calendar and set suitable dates.

Priority

The priority is set based on chosen impact and urgency. It is not possible to change the priority directly; you have to

make changes to the impact and urgency.

Category

Category can be changed after an change is created. Change categories can also be sorted in lists and filters for

example.

Risk

“No risks added” will be displayed in the risk field until you add a risk, as illustrated in the picture above. Each risk you

add has a risk value. All of the values are added up and displayed in the risk field. The next chapter explains how to add

risks.
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Center content

As mentioned in the previous chapter, the content displayed in the center depends on the option chosen in the content
menu (details or attachments).
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Choosing the details option in the content menu, opens a view where you can read and edit the description, and add

items.

Add item._.

€ DESCRIPTION

Due to low performance with the old hardware, we need to move the accounting system from osl-s-acc01 to osl-s-acc02.

= TASKS

& Make a backup of the accounting records
M Check systemn specifications according to requirements

[ Verify system integrity

& NOTE
Please note that we have until October 23rd to fix this.

A risks
Accounting system outage
Loss of accounting records

Related system outage

Add items

Add item... v
= Tasks
& Mote
% Rollback Plan
A Risks

= Print
COMPLETED
ASSIGMNEE DUE DATE DATE
Christina Meriel 4 days ago 3 days ago
7 days ago

& Christina Meriel 4 hours ago 2 hours ago

® ROLLBACK PLAN

In case something goes wrong and we need to rollback, please contact
John at support.

Contact information:

s Phone: 93765432

PROBABILITY IMPACT RISK VALUE
4084 3 12
1086 10 1
80% 2 16

Total 338

There are four different types of items: tasks, note, rollback plan and risks. It is only possible to add one of each type.
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* Please note that you have to press the save button in the change header for each item you add, otherwise
the items will be lost when the page is refreshed.

Tasks

Working with a change often means that you have to solve certain tasks before the change is fully implemented. The
first item can be used to delegate tasks and responsibility to agents, or as a checklist to see how far along the change
has come.

= Tasks
Click here to add the first task

+ Add task Close

You have to fill out a description, in order to add a task. In addition, you can assign the task to an agent, and set a due
date.

= Tasks
ASSIGMNEE DUE DATE
= Type newtask. Select.. W E2 Set date r ®

+ Addtask Close

Click on the wrench icon - to add a note on a task. Tasks with notes are indicated with a notebook icon to the right
of the description field.

ASSIGNEE DUE DATE
= Verify system integrity = Christina Meriel w 231020151700 F x
To delete a task, press
Edit tasks
You can edit all of the task fields.
= Tasks
ASSIGNEE DUE DATE
= Make a backup of the accounting records Christina Meriel W 19.10.2015 13:00 * x
= Check system specifications according to requirements Select... W E Set date * x
= Verify system integrity = Christina Meriel W 23102015 14:00 * x
+ Add task Close
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If a change has two or more tasks, you can easily rearrange their order. Simply drag-and-drop a task by the leftmost
icon — , to a desired position.
Complete a task

After you have finished a task, check it off to mark it as completed. Unless you are the change coordinator, you can only
complete tasks that have been assigned to you.

Note

& Mote

Please note that we have until October 23rd to fix this.

L] B I 5 = OI=E F A o— Close

Choose note from the item list to add an internal note to the change request. It is not possible to send messages to
users from Pureservice when working with change requests, unlike when working with tickets.

Rollback plan

“y Rollback Plan

* What needs changing?
* What needs to be done before implementing the change?
* What needs to be done if we have to revert the change?

In case something goes wrong and we need to rollback, please contact John at support.

Contact information:
» Phone: 98765432

q B I 5 E =E = 0 — Close

It is important to have a rollback plan when you are working with changes. If something goes wrong, agents and
administrators can easily see information like:

* what needed to be changed
+ what needed to be done before implementing the change
* how to revert the change and who to contact
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Risks

Change requests might involve certain risks. Pureservice lets you expose these risks with the risk list. You should

describe each risk, and determine the impact and probability.

A Risks
Click here to add the first risk
+ Add risk Close
Impact says something about how severe the risk is, and is a number between 1 (insignificant) and 10 (very severe).

The probability is in percentage (10, 20, 30, 40, 50, 60, 70, 80, 90 or 100) and says something about the likelihood of
the risk coming true. For each risk, the impact and probability values are multiplied, and make up the risk value.

A Risks
Risk Probability Impact Risk value
Loss of accounting records 10% b 10. Very serious v 1 ®
Accounting system outage 40% v 3 v 1.2 ®
Related systems outage 80% v 2 A4 1.6 x
+ Addrisk
TOTAL 3.8

Close

If a change request has several risks, the risk values are summed up to a total risk. The total risk is displayed in the

sidebar.

Print change content

& Print button in the top right of the details overview.

You can print the change content by clicking the
From there you select what content you wish to include in the print (Description, Tasks, Note, Rollback Plan, Risk,

Attachments and/or Related assets), and finish by clicking Print.
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Attachments

Choosing the attachments option in the content menu opens the ticket’s attachments. Here, you can add, preview,
download and delete attachments.

Add file

You can add an attachment in one of two ways: press Add file and browse the file system for the file, or drag-and-drop
the file from a folder to the center content section. Below is a picture that illustrates how to drag-and-drop a file.

Add file

-

Pureservice will let you know if you are outside the drag-and-drop boundaries, by replacing * Copy with a forbidden

sign o

Preview

To preview an attachment, click on the thumbnail. The attachment will be displayed centred on your screen and in full-

size.

Download

If you want to download an attachment to your local machine, simply click on the file name.

Delete

Hover over an attachment until a delete button appears. Click on the button to remove the attachment from the ticket.
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Add file
How to transfer accounting system
P, &3 kB - from - 17 minutes ago
How to transfer accounting system._pdf
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Time Iogs

Time logs allows you to register how long is spent on the change. It can be a single log, or multiple. Select Add time
log to create a new log.

Select Details in order to open a text box where you can give more information on how the change was performed and
any other relevant details

SUMMARY HOURS MINUTES COMPLETED COMPLETED BY DETAILS

Access point changed 1 30 13.06.2019 Kristian Administ... Details v x®
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Relationships

Choosing Relationships in the Sidebar shows you tickets and assets related to this change.

New ticket relationship w All ~
& Tickets

D SUBJECT TYPE STATUE RELATIOMSHIP CREA... RELATIOMESHIP TO CHA...

110 Mail server down Prablem In Progress 12 minutes ago Related to
i Assets

NAME SN TYPE STATUS RELATIONSHIP CREA... RELATIONSHIP TO CHA...

Mailserver 123 Servers Active now Is related to

f
To remove a relationship, click the "~ button next to the relationship.

The numbers to the right in the sidebar shows you the how many items are related to the change.

Details
Attachments 0
Relafionships 2
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Relate new items by clicking the button or by choosing type of relationship from the top menu.

Mew ticket relationship w

New ticket relationship
@ Tickets New change relationship

New asset relationship

Search for tickets to relate by searching for the ticket subject.

NEW TICKET RELATIONSHIP

sery Q
Q, Search results for "serv” (1)
#110 Mail server down Problem lorma IM PROGRESS

Close

You can also relate to other changes.
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NEW CHAMNGE RELATIONSHIP X

server Q

Q, Search results for "server” (1)

#2 Upgrade email server Normal MEW %

Close

Or you can relate to assets.

NEW ASSET RELATIOMNSHIP X

mail Q

Q. Search results for "mail” (1)

1 Mailserver Servers ACTIVE Gy

Close
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Tasks

It is possible to add tasks to Changes and Tickets. Pureservice uses a set of predefined lists to separate tasks into
groups. The task lists are located beneath the change lists in the list menu.

® 4 o @mmg

Lists Tasks - Assigned tome  Status x  Agent x RS
=2 Dashboard D v Summary Related to Owner Due date Completed Created
- B Check printer before lunch on friday Ticket 1 RobEng inadays 22 minutes ago
Assigned tome N e RobEng o
Assigned tomy teams 3 1 RobEng
Unassigned ]
Followed ]
cHanGEs

Coordinated by me
Open
Al

TRSKS

Please see Tickets -> Working with a ticket-> Center content -> Tasks for details on how to create tasks.
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List menu

Tasks are sorted into predefined lists in the list menu:

+ Assigned to me: tasks assigned to the logged in user
+ Assigned to my teams: tasks assigned to the team(s) you are a member of
+ Completed: all completed tasks

Lists

=& Dashboard

TICKETS

Unassigned ]
Followed ]
CHANGES

Coordinated by me ]

=
)
il
3
.

=
L

I
n
A
w
=]
]
=9
-+
(=]
=
=
-+
]
o
=
wn
e

Completed J

Pay attention to the number to the right of every list heading, as it indicates how many elements there are in that
particular list.
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Select task template

When you create a new task in Pureservice, you can choose to fill out the task by selecting a template. Working with
templates might help speed up the registration process, as it fills out fields in the form for you. In an existing ticket,
press the template button to see which templates you can select.

The templates are listed in the following order:
* Personal templates
+ Templates from your default team

+ Templates from other teams that you are a member of

The summary, assignee and details are added to new tasks if you choose a template that contains these elements. You
may edit all three elements.

MAME *

TEAM Personal ~

Add task

Unassigned v
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List functions

The task lists, like the ticket and change lists, have several important functions: customizable list view, resizable
columns, column sorting, indications of unsaved changes, download list (as CSV file) and a filter to create custom lists.
All of the functions are discussed in the following subchapters. Elements in task lists are automatically updated if
modified by someone else.

Tasks - Assigned tome  Status % Agent X 2 T
D Summary «  Relatedto Owner Due date Completed Created
1 Check power supply Ticket 2 RobEng an hourago

& s Check printer before lunch on friday Ticket 1 Rob Eng in 4 days 48 minutes ago
4 Checkwith user RobEng 4aminutes ago

A task can be completed directly from the task list by right clicking and selecting Mark as completed. This can also be
done by selecting multiple tasks.

1 Check power supply Ticket#2 RobEng 8monthsago
' Open selected

& Mark as completed

Cusomizable list view

You can customize the list view by choosing which columns you want to see. The column menu appears when you right
click on a column header.

& &

& 1D

M Summary

¥ Relatedto

O Team

M Cwner

O Status

O Cue date

' Due date (date and time)
O Completed

M Completed (date and time)
O Created

 Created (date and time)
O Created by
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Resizable columns

To move a column, drag an drop the column.

Created
Created Subject [@3

To resize a column, simply drag the column to the desired width.

Created “"" Subject

2 Az amn il FEe

Column sorting

Left click on the column header you want to sort the tasks by. A small icon indicates which order the column is sorted

. F . -
by. Ascending: , descending:
Tasks - Assigned tome  Status % Agent X 2 A &
[b] Summar; y - Related to Owner Due date Completed Created
. Check pover supply RobEng an hourago
P ] Check printer before lunch on friday Ticket 1 Rob Eng in 4 days 44 minutes ago
4 Checkwith user RobEng 24 minutes ago

Unsaved changes

The pencil icon o , in the leftmost column, indicates if a task has any unsaved changes. In addition, parts of the row,
such as Summary, Created by, Created, Status and Due date, are highlighted.

Tasks - Assigned tome  Status % Agent X & T
D Summary - Related to Owner Due date Completed Created
1 Check power supply Rob Eng an hour ago
P Check printer before lunch on friday Ticket 1 Rob Eng in 4 days 44 minutes ago
4 Check with user RobEng 44 minutes ago
You can download the list you are currently viewing or working on, by clicking in the upper right corner. The

list will be downloaded as a CSV file, and can be opened by programs such as Microsoft Excel. All columns are included
in the downloaded file, even the ones that are hidden in the Agent Console.
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Task filter

Each predefined task list has a default filter applied to its record set. It is also possible to create custom filters and lists,

T
or temporarily edit the default ones. Click to open the filter menu. To close the menu, click on the filter button
again.

Tasks - Assigned tome  Status % Agent %

Filter
STATUS New W CREATED Anytime b
TEAM w CREATED BY e
OWNER Legged in agent ~ DUE DATE Anytime ~
COMPLETED Anytime e

You can filter tasks based on status, team, owner, created, created by, due date and completed

Edit a default filter

Each default filter comes with a set of predefined values. Simply click on the drop-down lists to select the options (one
or multiple) that are best suited for your list. Once you have made changes to a default filter, a “Reset” button appears
to the left of the “Save As” button. Click on the “Reset” button to undo changes.

Changes made to a default filter are only temporary. To save the changes, you have to create a new personal list.

Tasks - Assigned tome  Status % Createdby % Agent X D

Filter
STATUS New b CREATED Anytime g
TEAM w CREATED BY Logged in agent W
OWNER Logged in agent W DUE DATE Anytime w
COMPLETED An}ftime b

I

Create a new personal list

To create a custom-made personal list, select an existing list as a baseline for the new one and open the filter menu. You
can either make changes to the chosen filter before saving it as a list, or edit the personal list after it has been created.
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Clicking “Save as” will open a modal window where you can enter a unique list name, and create the list.

CREATE NEW LIST

MAME®  Tasks created by me & assigned to me

Press “Add” to create the list.

Ticket

&8 Dashboard

TICKETS
Assigned to me
Assigned to my teams

Unassigned

Followed

CHAMGES

Coordinated by me

Open
All
TASKS
Assigned to me 0]
Completed ﬂ

Tasks created by me & assi._. 1]

Custom-made lists are visible beneath the predefined lists.

Edit and delete an existing personal list

It is possible to edit both the filter values of a personal list and its name. You can also delete a personal list.

When you hover over a personal list, two new icons (a pencil and a cross) appear to the right of the list name.
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TASKS
Assigned to me a
Completed G

Tasks created by me R assi._. & X

U

To edit the list name, click on the pencil. Doing so will open a modal window, where you can rename the list.

RENAME "TASKS CREATED BY ME &
ASSIGNED TO ME"

MAME® | Tasks created by me & assigned to mel

To delete a personal list, click on the cross. You will have to confirm your choice in order to delete the chosen list.
CONFIRM

Are you sure you want to delete the list "Tasks created by
me & assigned to ma"?

cae

In order to make changes to filter values, simply click on the custom-made list you want to edit. Make sure that the filter
menu is open. Once you have made changes to the filter, you can choose to reset it, save and overwrite the existing list
or save as a new list.

Tasks - Assigned tome  Status % Createdby % Agent ¥ D

Filter
STATUS  Mew w CREATED  Anytime w
TEAM w CREATED BY Logged in agent W
OWNER Legged in agent v DUE DATE Anytime v
COMPLETED Anytime i
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* The custom-made personal lists are located beneath the predefined lists. You can distinguish between these

. . FR L . .
two types by hovering over them. The icons - are only visible when hovering over a custom-made list.

Unsaved changes

Changes made to a filter, belonging to either a default or a personal list, are stored in your browsers local storage until
you save them. A star is displayed next to the list to indicate that the list has unsaved changes.

TASKS
Assigned to me B
Completed ﬂ

£ d Tasks created by me & assi._ a
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Contacts

The contacts are divided into two lists: users and companies. These lists are again divided into two: enabled and
disabled. The columns can be arranged in the same way as the ticket list columns, which we discussed in the chapter
Tickets: List functions

Contacts Users - enabled & + New agent + New end user
usens Name s Email Usemame Phone number Company Department Location
Enabled Abby Paucek Lincoln_Bailey71@example.com Lincoln_Bailey71@example.com 644-245-4028 Nienow Group -
psabled Abraham Osinski Abraham_Osinski12@hotmail.com Abraham_Osinski12@hotmail com
Pending activation
abyaby aby@pureservice.com aby@puraservice com
compaNIES
Ada Weber Florian Hackett@examplenet FlorianHackett@examplenet 684-447-9759 Reinger - Connelly
Enabled
Addie Kovacek Donnyss@example.org Donnyss@example.org 799-316-7025 Skiles, Stroman and Dickens
Disabled
Addison Langworth Ronnyso@example net Ronnyso@example.net 859-423-0894 Hills, Hartmann and Hyatt
Adell Maggio LonieSmithss @example.com LonieSmithss@example.com 784-433-1219 Treutel, Rohan and Prohaska
Aditya Nolan Jamey77@example.com Jamey77@example.com 200.886-9477 MedhurstLLC

Customizable contact view

You can customize the contact list view by choosing which columns you want to see. The column menu appears when
you right click on a column header.

M Company
U Created

[J Created (date and time)

)

Department

E-mail

Q

[} First name

L} Last name

[J Ledere-post

M Location

O Medified

Modified (date and time)
M MName

& Phone number

[} Role

L} Superuser

'  Username

Page 145 of 421



Pureservice AS Pureservice - User Manual (with Administrator) - 1_en

Contact management

Create new end user

o ) ) =+ Newenduser
To create a new end user, choose the user list (either enabled or disabled), and click on in the

upper right corner.

CREATE NEW ENDUSER

FIRST NAME

LAST MAME*

Contact Information
EMAIL*

Mate: This will be the username
TELEPHOME

Organization

COMPANY

Account activation

NOTIFY USER?

Cancel Add B

First name, last name and email are required fields, while telephone and company are optional.

* Please note that the email will be set as the username, and that you can choose to notify the user about the
newly created Pureservice account.

Organization
If the company is already registered in the system, you can simply type the company name. Pureservice will search and

give a list of matches. If the company is not registered in the system, you can click on the plus icon on the right side
inside the search box. Doing so will open the “Create new company” modal window.
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Create new company

If you only want to create a new company, choose the company list (enabled or disabled) and click on the

=+ New company
button in the upper right corner. This will open the “Create new company” modal window.

CREATE NEW COMPANY

NAME*

QRG. NO.

Contact Information

EMAIL

TELEPHONE

Cancel Add B

Name is required, while org.no, email and telephone are optional.
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I & Henrik lbszn x I

Puraservice AS » Henrik lbsen

Pureszrvice AS

Henrik Ibsen

. FIRsT name = Henrik
. LasT Mame = |bsen

TITLE

comPany  Pureservice AS

Information
Accesses perarTMENT MO departmants
Tickets a
rocamion Mo locations
Craatad by
Last modified by Harwik ibsen Contact Information

aminuts ago

0. mrons

= higpureservice.com

ADDRESS

ZIF CODESCITY

COUNTRY MNone

User information
ROLE Administrator

Lawcuass = English

UMNAVAILABLE

useRMAmE = hifpureservice.com

FASSWORD Change

ocins 1 time, last 06.05.2022 02:26

Notes

User lookup

EMABLED ~

Servicedesk

STANDARD =
STANDARD

You can also open the user’s profile page directly by using this URL (changing the first URL path and user information):

Phone number URL will look like this:
URL/app#/lookup/user/?phonenumber=xxxxxxxx

Email lookup URL will look like this:
URL/app#/lookup/user/?username=xxxxXxxxx
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The username lookup URL will look like this:
/app#/lookup/user/?email=xxxxxx@yyyyyy.com

These will open the user’s access, ticket page and assets respectively:
URL/app#/lookup/user/?phonenumber=xxxxxxxx&section=tickets
URL/app#/lookup/user/?email=xxxxxxxx@yyyy.com&section=accesses
URL/app#/lookup/user/?username=xxxxxxxx&section=assets

Phone number, email and username can be user interchangeably in these links.
If more than one user has the specific information, you will see a list of all the users

Contacts Users - enabled Phonenumber: 23205140 %
USERS Name - Email Phonenumber
_ Harold Matthews @syscomworld.com 23205140
Disabled Oscar Stafford @syscomworld.com 23205140

COMPANIES
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Header

Create ticket

2=
By clicking the Create ticket button you can create a new ticket request on the user.

Upload profile picture

[+
By clicking the Upload profile picture button you can upload a profile picture for the user.

Anonymize user

* Anonymizing a user does not delete the user’s tickets. If desired, please do so before anonymizing the user.
If the user is agent or administrator, we recommend that you demote the user to end user before
anonymizing.

e
According to GDPR, you should be able to anonymize users. By clicking the Anonymize user button , you will
see a warning message.

CONFIRM

’ You are about to anonymize this user. This is an

IRREVERSIBLE change. Are you sure?
|

- I

By confirming this, the user’s first name, last name, email addresses, phone numbers and user name will be
anonymized. All other contact information will be deleted.
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& REMOVED-12 REMOVE...

REMOVED-12 REMOVED-12

DISABLED ~

Information
Accesses
Tickeis

Last modified by Harwrik ihsen Cont

e

STAMDARD

None

Remember to save the user for changes to take effect.

Teams

As displayed in the picture at the top, end users cannot be members of teams, only agents and administrators can. If

Carlos Adams (the user from the picture at the top) were an agent, the profile page would look different. Here is an
example of how his profile page could look like to another logged in agent:
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Pureservice AS » Henrik lbsen

Henrik Ibsen

FIRST NAME =

LAST NAME =

TITLE

COMPANY

Henrik

Ibsen

Puraservice AS

Information
e peraRTMENT NO departments
Ticksts o
vocamion Mo locations
Craated by
ST AT Contact Information

0.

ADDRESS
ZIF CODESTITY

COUNTRY

User information
ROLE

LANGUASE =
UMAVAILABLE
USERNAME =

FASSWODRD

LOGINS

MNotes

22120026

higpureservice.com

Nene

Administrator

English

higpureservice.com

Change

1 time _last 06052022 03:46

EMABLED ~

If the user is an agent or administrator, you will be able to see which team(s) he/she is a member of. Click on the “team”

area in the upper right corner to view a list of the teams.

Technical Support

Teams

1  Dispatchers
Maobile

Technical Support
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&3 Upload profile picture

Informafion
Accesses

Tickets

Related assets

(]

m
1]
[
i
(=9
(=}
b

Last modified by

25

Administrator Hansen
2 years ago

Administrator Hansen
a day ago

Upload profile picture

Click “Upload profile picture” to select an image to upload as the user’s profile picture.

This can also be imported from Active Directory if the Pureservice installation is OnPremise and an Administrator has

set up the relevant import.

General

See the “Center content”-page.

Accesses

You can see a user’s effective accesses in the Accesses view to the left.
Here you can see their access to Accesslists, Categories, FAQs, Announcements and Links.
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% ﬁ Carlos Adams x

Foggy Dog Tech > Carlos Adams

EMABLED v

ACCESSLISTS

.
%

=)
L & CATEGORIES
Information Standard request
Accesses
FAQ-ER
Tickets T
How to update Windows
Q Related assets 0 How to reset AD password
ANNOUNCEMENTS
Created by System
il 5 days ago
Last modified by
2 minutes ago
LINKS
o
Tickets

See the tickets the relevant user is set as the end user.
Also includes some useful information such as ticket age, status and priority.

Related assets

See all the assets that are currently related to the user.
You can also relate the user to assets by searching for one (search box in the top left) and clicking on the relevant result.
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Center content

I & Henrik lbszn x I

Puraservice AS » Henrik lbsen

EMABLED ~

Pureszrvice AS

Henrik Ibsen

. FIRsT name = Henrik
. LasT Mame = |bsen

TITLE

Servicedesk

comPany  Pureservice AS

Information
Accesses perarTMENT MO departmants
Tickets a
rocamion Mo locations
Craatad by
Last modified by Harwik ibsen Contact Information

aminuts ago

= higpureservice.com

ADDRESS

ZIF CODESCITY

COUNTRY None ~

User information
ROLE Administrator

LANGUAGE = English ~
UNAVEILABLE
useRMAmE = hifpureservice.com

FASSWORD Change

ocins 1 time, last 06.05.2022 02:26

Notes

Department and Location

If the user is connected to a company with predefined departments and locations, you can choose department and
location from a dropdown list. If no departments or locations have been defined on the company profile page, or the
user is not connected to a company, this information can be filled in manually.
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COMPANY Syscom AS
DEPARTMENT Support w
LOCATION None
Admin
ADDRESS Consulting
ZIP CODESCITY Sales
COUNTRY Support
Uitvikling

Contact information

The contact information section contains basic information about the user. The email used when creating the user, is
automatically set as the default contact type. To add new information, such as a new email address, click on the “+".

Contact Information

&  hi@pureservice.com STANDARD
+

A “New contact information” window will open, where you can choose which information type to add.

NEW CONTACT INFORMATION

TYPE Select_. e

E-rmail

Mokile Cancel m

NEW CONTACT INFORMATION

TYPE E-mail -

E-MAIL =

Cancel m
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If a user has two or more of the same contact type, you can choose which one is the default one. A default email
address cannot be deleted, as it is mandatory for a user to have at least one email registered. Pureservice uses the
default email to communicate with the user. A default telephone or mobile number, on the other hand, can be deleted,
as Pureservice does not have to use these contact types when communicating.

User information

This section, except for the password field, is for administrators only. Here you can change the role of the user (Enduser,
Agent, Administrator or Zoneadministrator). You can also set the user unavailable. In assignment and case assignment,
it will show (unavailable ) behind the name. In the workflow builder there are criterias and actions associated with this

setting.

USER INFORMATION

ROLE Agent e

UMNAVAILAELE

There will also be information about who changed the availability of the user as well as a notification if you degrade the
user’s role.

USER INFORMATION

ROLE Agent o

UNAVAILAELE v, Changed to unavailable by Rob Eng

Demoting a user to the role of '‘Agent’ will strip the user of administrative
rights in the application
Password reset
When clicking the password reset button, a password reset mail will be sent to the user’s default email. This makes it
possible for a user to get access to the application, even if he/she has forgotten the password.
If you are logged in as an agent, the Reset password button is only visible when inspecting an end user’s profile page.

The button is not visible when viewing the profile page of another agent or an administrator. Please note that this only
applies for agents, not administrators. The reset button is always visible for administrators.

Viewing your own profile
Your own profile page will look slightly different from when you look at another user’s profile page.

User information

When viewing your own profile page, the User information section will look a bit different. Instead of a reset password
button, you will see a Change password button.
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USERNAME® harold matthews
PASSWORD Change
LOGINS 40 times, last 07.12.2018 12:31

Pressing the button opens a modal window, where you can change your password.

CHANGE PASSWORD

PASSWORD = a

Cancel Change password

Notifications

When viewing your own profile page you can change Notifications settings (only you can change your own Notification
settings). It is possible to receive notifications from Pureservice on email and/or in the notification centre. The default

choice is both, meaning that you will get notifications in the application and sent to you default email, unless you make

any changes to you profile.

MOTIFICATIONS
SELECT CHANMEL(S) Both b
Both

Email

Notifications (in app)
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To open a company profile page, double click on a company from the “Companies” list in the Contacts view.

E Pureservice AS x

Pureservice AS

Information
Users 19
Superusers 2
Tickets 1238
Reloted assets 0
Created by
Last modified by

Pureservice AS

ORG. NO.
CUSTOMER NUMBER #1234
WEBSITE  httpsy/www pureservice.com/

SUPPORT WEBSITE  hitpsi/servicedesk pureservice.com/

Contact Information

.. 23205100

& Support@pureservice.com

Notes

The view can be divided into three sections:

Header

Save

EMABLED v

STANDARD x
.

Changes made to the company page must be saved with this button.

Company name

You can edit the name by clicking on the current name.
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Status

Select between the statuses Active and Inactive. An inactive company will not be usable, but can be made active again

at any time.

Sidebar

Information

Contains all the information regarding the company

Users

Overview that contains all the users that belong to the relevant company.

Tickets

See all tickets the company’s users are set as the end users.
Also includes some useful information such as ticket age, status and priority.

Related assets

See all the assets that are currently related to the company.
You can also relate the company to assets here by searching for one (search box in the top left) and clicking on the
relevant result.
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Center content

ORE. NO.
cusTomMER NumEer #1234
weasiTE  hitps:fwww.pureservice.coms’ E3

suppoaT weasite  httpsyiservicedesk pureservice.com =

Contact Information
L. 2305100 STANDARD x

=  Support@puresendcscom STANDARD x

Motes

Diepartments

Locations

It is only mandatory to enter a company name when you create a new company, as described in Contact management.

Org.no, email and telephone are optional values. The three latter values can be added to the company profile page
after you have created the company. In addition, you can add information like Customer no., Website and Support
website to the company profile page.
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Website and Support website

If a company has a website and/or support website added to its profile page, you can open the link in a new tab by

clicking on the “open link” icon

WEBSITE  httpsfwww.pureservice.com/ =

Contact information

The contact information section contains basic information about the company.

Contact Information

¥  Support@pureservice.com x

To add new contact information, click on the “+”".

NEW CONTACT INFORMATION

TYPE | Maobile W
MOBILE® E-mail
Mokbile

Telephone f m

If a company has two or more of the same contact type, you can choose which one is the default one.

A default email address, telephone or mobile number can be deleted, as Pureservice does not have to use these contact

types.

Departments and Locations

You can add departments and locations on the company profile page to allow easier configuration and prevent typos.
By doing this, you can choose department and location from a dropdown list on the user profile page.
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Announcements

Announcements can be used to inform end users in Selfservice, for example when there are known problems, and is a
great way of reducing the load on the service desk.

The active period decides whether the announcement is Active or Inactive, and you can delete unwanted
announcements by either right-clicking the announcement in the list and clicking Delete or by opening the
announcement’s page and clicking the Delete button in the top right corner.

Announcements Active = New announcement

ANNOUNCEMENTS Type Active to -

Inactive

inaday

Tom: from 14-18CET. inaday

inaday

Create a new announcement

You can create a new announcement by clicking the “New announcement” in the top-right corner.

CREATE NEW ANNOUNCEMENT

SUBJECT *
DESCRIPTION
B |
TYPE Information L

ACTIVE FROM *  07.01.2019 1355 E

ACTIVETO *  08.01.20191355 [

Access lists €9
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Type

There are three different types of announcements:

TYPE Information e
oM ® Information
Warning
ETO *
Critical
=

Access Lists

To limit who can see the announcment you can use Acces lists. Access lists are lists of specific users which you define in
Admin -> Selfservice -> Access Lists.
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Announcements in Selfservice

Only active announcements are displayed in Selfservice. The different announcement types have different colours and
icons, as shown in the picture below.

My open tickets v Messages
@ Frequently asked questic

) Emergency maintenance
2 Received gency

i System maintenance

Mot receiving emails

& Problems with e-mail server
+  Apps
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FAQs

sp(banner tip). FAQ needs to be activated in the Administrator Console before use

There are often recurring questions when working in a service desk. Under Frequently asked questions (FAQ) you can

post articles answering these commonly asked questions.

Sorting the articles into different lists will make the administration easier. You can create your own lists by clicking on

T
the filter icon in the upper right corner. You can read more about the FAQ article filter in the subchapter List
functions — FAQ filter.

e L. 9 &  Harold Mathews

FAQs All T + NeyhFAQ
FAQS Title Status Views in Selfserv... Useful Not useful Created by - Created Modified by
Al L] Lorem ipsum Not published 0 0 0 Harold Mathews 2 hoursago Harold Mathews
Not published articles VPN setup Published to agentsar 0 0 0 Harold Math 2 minutes ago Harold Math
Outlook setup Published to Selfservic 0 0 o Harold Math aminute ago Harold Math:
Email on mobile device Published to agents 0 0 o Harold Mathews now Harold Mathews

The only predefined list in the list menu is:
- All: this list shows all your FAQ articles

FAQs

FAQS

The number to the right of every list heading indicates how many articles there are in the list.
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List functions

The FAQ lists have several important functions: customizable list view, resizable columns, column sorting, indications of
unsaved changes and a filter to create custom lists. All of the functions are discussed in the following subchapters.

All T =+ New FAQ
Title Status Views in Selfserv... Useful Not useful Created by - Created Modified by
Lorem ipsum Not published 0 0 0 Harold Mathews 2 hours ago Harold Mathews
VPN setup Published to agentsar 0 0 0 Harold Mathews 2 minutes ago Harold Mathews
Outlook setup Published to Selfservic 0 ] ] Harold Mathews a minute ago Harold Mathews
Emiail on mobile device Published to agents 0 0 0 Harold Mathews now Harold Mathews

Customizable list view

You can customize the list view by choosing which columns you want to see. The column menu appears when you right
click on a column header.

&

Q

Title

Status

Views in Selfservice

Useful

Mot useful

Q

Resizable columns

Simply click on the divider between two column headers and drag to the desired position, to resize the column width.

Title «H+ status

Client Hardware Published to Selfservice

Column sorting

Left click on the column header you want to sort the articles by. A small icon indicates which order the column is sorted

alle, -

by. Ascending: , descending:
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All

Title -
Client Hardware

Client Software

Hvordan opprette fornuf. ..
Install

Kategoritags

Status

Published to Selfservice
Published to Selfservice
Published to Selfservice
Published to Selfservice

Published to Selfservice

Unsaved changes

The pencil icon

is highlighted.
All
Title a
Client Hardware
#  Client Software

Hvordan opprette fornuf. ..
Install

Kategoritags

Delete Faqg

Agents can mark FAQ articles for deletion to show the administrators that the marked article can be deleted. Agents
cannot delete the article themselves, as this require access to the admin console.

Status

Published to Selfservice
Published to Selfservice
Published to Selfservice
Published to Selfservice

Published to selfservice

Views in Selfservice

9
0

n

Views in Selfservice

Useful

Useful

Not useful

Mot useful

T + NewFAQ

Created
amonth ago
amonth ago
18 days ago
amonth ago

14 days ago

, in the leftmost column, indicates if an article has any unsaved changes. In addition, the whole row

T + NewFAQ

Created

a month ago
a month ago
18 days ago
a month ago

14 days ago

To mark a article for deletion you need to right click one or more articles in the list and chose Mark selected FAQ’s for

deletion

' Open selected FAD's

W Mark selected FACs for deletion
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FAQ filter

Pureservice comes with one predefined FAQ list which shows all FAQ articles. You can create your own custom filters

T
and lists, or temporarily edit the default one. Click to open the filter menu. To close the menu, click on the filter
button again.

All

Filter

STATUS All w MODIFIED Anytime b

CREATED BY b MODIFIED BY W

CREATED Anytime w M