
    Incident management: Stop firefighting incidents
 

 

Q: Is it possible to have a template called New Incident for both requesters and technicians? 
Currently for requesters it is called New Issue. 

   

A: This requirement can be achieved with user groups. For instructions to create a user group, check 

the link below. 

https://help.servicedeskplus.com/configurations/user-management/user_groups.html 

To scope a template to a specific user group, 

https://help.servicedeskplus.com/configurations/helpdesk/request_template.html  

    

Q: When merging tickets, where do all the individual comments go? Are they all merged into the 
parent ticket? 

   

A: Yes, the notes go into the parent request.  

  

Q: How to import users from Active directory? 

   

A: Please check the below link for instructions., 

https://help.servicedeskplus.com/configurations/user-management/configuring-active-directory-authe

ntication.html$import 

 

Q: How do the envelops in the request overview work? What does red/green mean?  

   

A: Red envelope refers to an email from the requester and the green envelope refers to an email from 

the system / technician.    

 

Q: How can we calculate the time taken by two technicians if they work on the same incident? 

   

A: The best way to capture the exact time spent by a technician on a request is by using work logs. To 

learn more, check the link below. 

https://help.servicedeskplus.com/requests/tasks/add-worklogs.html 
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there is one more way to get this info, it is through the time elapsed analysis chart, 

https://www.youtube.com/watch?v=3uBxhWXg23M 

   

Q: How do we stop email loop between two help desk systems. 

   

A: You can configure the SPAM filter under mail server settings. Based on the conditions, emails from 

automated systems will be stopped. Also, under notification rules section, there is junk notification 

filter. Configuring it will stop email notification for alerts from other systems.  

 

Q: Is there a way to modify the Problem template to use the Priority Matrix and set the priority 
based on Urgency and impact automatically? This would be similar to the incident template 
options. 

A: For now priority matrix is applicable only for request management module. We have plans to extend 

this feature to the other modules as well. 

     

Q: If we wanted to have a request go to approval before it comes to the service desk ticket 
system could we do that? 

   

A: No, it is not possible to seek approval even before creating a request.  

    

Q: Can you limit solutions to a some of the technicians? 

   

A: It is possible to limit solutions to a specific end user group but not to a support group (technicians). 

    

Q:  How does the auto suggest solution work for requests? What are all the keywords does it look 
for while suggesting solutions? 

   

A: The auto suggest feature suggests solutions based on category, subcategory and item. 
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Q: When share a request to a technician , will the technician have the access to look at the  

request? 

   

A: Yes, once the request is shared to a technician, he can view the request under a filter named ‘Shared 

requests’. 
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