L

ManageEngine SupportCenter Plus ‘
Admin Guide

ManageEngin?

SupportCenter Plus

Copyright © 2011 Z0HO Corporation. All rights reserved.



E ManageEngine SupportCenter Plus - Admin Guide )

Table of Contents

LA I @ 1 1 L O I [ 1\ PP 11
GETTING STARTED ...t e e e e e e e e e e e eaaneeee 13
YU o] o1 g (O =T o1 (=T gl o [ ES T U T S 14
Importing Support Reps from ACHVE DIr€CIONY ......uuueiieei et e e e e e e e s e e e e e e s e e ere e e e e e 16
IMPOrting ACCOUNES & CONLACES ....eeeiiieirieiiiee e e scctiiie e e e e e s s e e e e e e s s st e e e e e e s s annbaeeeeaeeesannnsrnneeeaeesanns 18
Mail Server Settings & Mail CoNfigUIatioN ............uuuiiiireii i e e e e e e 20
Configuring BUSINESS UNILS ...ttt e e et e e e e e e e s bt et e e e e e e e e e sannbereeeaans 22
Al BUSINESS UNIES ...ttt sttt e st e e st bt e e sk et e e s et e e ssb e e e e e annn e e e e nnnrneas 27
CUSEOM VIBWS ...ttt ettt ettt ettt ettt ettt ekt e e okt e e skttt eaab et e e e b b et e e sabb et e e sab b e e e e snbb e e e s annrne s 34
SEAMCKH REMUESTES ...oeitiiieiiitit ettt ettt e e st e e e s b e e e s b e e e e s bt e e s aab et e e e anbr e e e e e 39
CUSLOMET POIAl SEHINGS. ... vee ittt s e e e s s nne e e nnn e 42
HOME PAGE ..ot e et e e e e e eaans 45
LICENSE EXPINY AlBIT ...ttt ettt e oot e e e e e e s e b ettt e e e e e e e abbbe et e e e e e e s nnbbbeeeaaaeeaanns 48
DASNDOAIT ... bbb e e e e nree 49
1o To = T 1 | SRS 52
Y = =] T PSSP 54
(0 o Ry o TaTo A gL aTo 10 o =T o 41T o | PRSP 57
N0 1Tt T o PP PP PR 60
L= 00110 To (=] £ S PP PP P PP PPPRPPPN 62
PrEIEIENCES ...ttt s et e e e b e e s a b e e e e e e e e e e nree 66
PEISONAIIZE ...ttt et e e e et e e e e ah e e et e e e et e e 66
ChanQE PASSWOIQ. .......ueeiiiiiiiiii ittt e ettt et e e e e e s b bbbt e e e e e e s s s abbe et e e aaeeaaaanbbeeeeaaeeeaannneees 68

(O] (o =T a1 rd= I =1 o L ST P TR 68
FEEADACK ...ttt 71
REQUESTS et e e e e et e e et e e e e e e et e e eaans 72
REQUEST LIST VIBW ....eeeeiee ettt ettt e e oo ettt et e e e e s e ab b e et e e e e e e s e abbbe e e e e e e e e aannbbbeeeaaeeeaanns 76
ReqUESES DASEA ON FiILEIS ...ttt e e e e e e e e e e s abbbeeeeaaeeeaans 80
CUSEOM VIBWS ...ttt sttt ettt ke s e et e s a e e e Rt e s e e ss et e e m e e nmr e e anr e e e nn e e an e e e nnn e e e 82
CUStOMIZING REQUESES LIST VIBW ...eviieeiiiiiiiiiieee e e s ettt e et s st e e e e st e e e e e e s st e e e e e e s e snnnanneeeees 87

Zoho Corporation Pvt. Ltd.



E ManageEngine SupportCenter Plus - Admin Guide )

Y C T Vol g T =0 [0 o R 88
CreatiNng NEW REQUESTS........ii i riiieiie s s erteee st e e e s s st e e e e e e s e st eeeaaeesasnt e e e e e eeesssanstnteeeeeesessnsnnneeeees 92
U (o I OL @ = =T o1 o 1= o | PSR 96
EQItING REQUESLES ....eeieiiieiiiiiiee ettt ettt e e oo ettt et et e e e s e s a b be et e e e e e e s e anbbeeeeaa e e s s nnbbbeeeaaeeeaanns 98
DElEtiNg REQUESTS ....coiiiiiiiittie ittt ettt e e e e e s bbb e e e e e e e e e aanbbe et e e eeeeaannbbeeeaaaaeaaan 100
TrasShiNg REQUESTS ...ttt e e e s ettt e e e e e e s e bbb be e e e e e e e e snnbnreeeaaaaeaanns 101
ClOSING REQUESLES ....ceeeeiiiee ittt e ettt et e e e s e e bbb et e e e e e e s e aab b be e e e e e e e s s nbbbbeeeeaeeeeaanbbsneeaaans 103
YT do T o =T {8 1= £ SRS 105
AsSIgNING REQUESES t0 SUPPOIT REP wuvvriiiieeiiiiiiiiie i e e s s ertee et e e e s s sseeer e e e e e s s st e e e e e e e snnnnraneeeaeeeans 108
E N (o] TN o (=T [ 1= £ PRSI 111
Y=o (TS A L] = V1S - Vo [ USRS 115
REQUESE CONVEISALIONS ... .eetieieiee ettt ettt e e e e e e ettt e e e e e s nbb e e e ea e e e e snbbeseeaeeeeaannabeeeeaaeaaanns 124
Start/STOP REGQUEST TIMIBE ..ceiiiiiiiiiiiee ettt e e e e e e s bbb e e e e e e e s sab b e te e e e e e e s s annbbeeeeaaeeeaanneeees 128
7o (o 10T A\ o) (=1 T PP RT O UPUPUPRTT 130
AddING AACHMENTS ...ttt e e e e e s e bbb et e e e e e e e snbnbeeeaaaaeaaans 131
Yo (o 1o TR =T £ PSR 132
Yo (o 1o T == 0 011 o[- £ PSRRI 133
Move Request aCross BUSINESS UNIES ......ciiiiiiiiiiiiiiie e icsiiiieir e e e e st e e e e s s sntane e e e e e s s nnnnnraneeeeeeeanns 134
D10 ][ Tor= L L= =0 [ =] £ SR PRRRR 138
LINK REQUESES ...ttt ettt ettt e e e oo e ettt e e e e e e s bbb bt e e e e e e e e aanbbeeeeaaeeeaannbbbeeaaaaeeann 139
PHNTING REQUESTS ...ttt et e e e e e s bbb e e e e e e e e e saabbebeeaeeeeaannbbeeeaaaaeaaans 144
MaArK 8S FIrSt RESPONSE. ... . eeiieiiiie ettt et ettt e e e e e s b b be e e e e e e s e aanbbeeeeaaeesaannbbeeeaaaeeaanns 145
CANNEU RESPONSES ....eeeiiiieeiiiiitie it e e e ettt e e e e e e et e bttt e e e e s e s s be et e e ae e e e e aabbbeeeeaaeessanbbbbeeeaaaeeesnsbeneaaaens 146

Add NeW CannNed RESPONSE ....cccceiiieiiiiiiiee e e iiiiiie e e e e e e s statreee e e e s s ssnta e eeeeesssnstsaeeeeeeesssnnsrnneeeeens 146

(ST L1 o O g aT=To [ = L=T] oo g = 147

Deleting CannN@d RESPONSE ......uuiiieeiiieiieiie e e e e irctiee e e e e s s s ee e e e e e s s st e e eaeessanstraeereeeeessnnsrneeeneees 148

Replying via Canned RESPONSE .......ccuuiiiiiieeei it e e e s s st e e e e e s s s e e e e e e e s st e e e e e e e s snnsrnreenees 148
Yo (o 1o TN = =0 ] 1110 o PSR 149
SEANCKH SOIULIONS ...ttt et e e st et e e st e e s b b et e e aabe e e e e aanre e e e annneeas 151
YUl o] aqTIa o AN o] o] £ )Yz | TP SURT 152
VIEW CONLACT DETAIIS ......eiiiiiiiieiieet ettt e e st e e s anbre e e e e 154
ViEeW REQUESES DY CONLACT .....ciiiiiiiiiiiiiiii ettt ettt ettt e e e e e s s aabbbe e e e e e e e e sannbnbeeeaaaaeaanns 155
RePIYING 10 the CONTACT ........ciiiiiiii i r e e e e e e e e s e st e e e e e e e snnnnnreneeeeeeeanns 156

Zoho Corporation Pvt. Ltd.



E ManageEngine SupportCenter Plus - Admin Guide )

Forwarding Requests 10 SUPPOI REPS ..ueiviiiiiiiiiiiiiee ettt s st et e e e s s st ae e s e e e e s s nnnnreeeeeaeeeanns 159
S P T (g TS TS ] o] o To o A = o SRR PRSRR 162
Y TR (LTS 0T o] o To T = o F SO 164
Importing ReqUESES frOmM XLS file.....oi e 165
SOLUTIONS ..o e e e et e e et e e et e e e et e e et e e ean s 171
SOIULION LIST VIBW .ttt ettt et e e n e nmn e s e nn e e nneeenne e 172
SOIUtIONS DASEA ON FIlLEIS ... e 175
CUSTOM VIBWS ...ttt ettt ettt ettt e ek e e e e s a bt e e e ea b et e e e e h b et e e e ek b et e e s an b e e e e s anbe e e e s abbeeeeanreeeeans 176
CUuStOMIZING SOIULIONS LISt VIBW ...ceiiiiiiiiiiiiiee ettt ettt e e e e e e e e e e snnbereeeaeas 180
SEANCKH SOIULIONS ...ttt et e st e e s et e e sab et e e e e e e e anbre e e s annrees 181
AAAING NEW SOIULION ...ttt et e e e e ettt e e e e e e s abbbe e e e e e e e e annbbbeeeaaaeeaanns 183
Y01 [W) o g I L] = V1 LS = Vo [ S 185
(= Lo = o B @] o 4T o | PSRRI 188
T 11 ] o TR0 111 1T 1 USRS 191
=111 T T TS T LU o PSRRI 191
oY= o [T To IS o] (V1o o PO PPP PP PPRRP 193
SUDMIL FOr APPIOVAL ...ttt e ettt e e e e e s bbbt e e e e e e s e eanbbeee e e e e e e e nneeees 194
APPIrOVE/REJECE SOIULION ...ttt ettt e e ettt e e e e e e s bbbt et e e e e e e e snnbnbeeeaaaaeaanns 196
Y F= T E= o g To T o] o102 PP PPPUPPPRRT 197
Move Solution TopiCS across BUSINESS UNIES.........uiiiiiiiiiiiiii et a e 200
Browsing SOIUtIONS DY TOPIC ..vvevieeiiiiiiiiieiee et s st e e e e e st e e e e e e s e st e e e e e e e snnnnnreneeeeeeeanns 202
B I0] o1 (o2 SN =12 0] o] F= L (= PSR 203
L q 11 =T IS T LU o PSRRI 205
Importing Solutions fromM XLS filE ... e e e e 206
L0101\ I 2 Y G 1 PR 211
CONLFACES LISE VIBW ...ttt sttt sttt e et ennn e e s e nn e e s e e nne e 214
Contracts Dased ON fIlLEIS ..o e 216
CUSEOM VIBWS .....eeieieii ettt sttt e et e s e e as e et en et e se e e e me e e s nr e e nnne e e nnneennneeenne e 217
Customizing CONFACES LISt VIBW ...cciiiiiiiiiiiiiee ettt e e e e e e e e sanb e e aae s 221
STor (o] o W O0] 1 = Lox £ F OO PT PP UPPPRRPPI 222
Creating NEW CONTIACT ......ooiieiiii ettt e e e ettt e e e e e s e s bbbttt e e e e e e sasbbbeeeeaaeeesnnbraeeaaens 224
CONLraCt DELAIIS Page. .. ccii ittt e e e e e e bbb e e e e e e anb e aeeaae s 227
Editing and Deleting CONTIACES ........oiuiiieiiee ettt e e e e e s et e e e e e e e s e nbbbeeeaaaeeaaans 230

Zoho Corporation Pvt. Ltd.



-

@F ManageEngine SupportCenter Plus - Admin Guide )

RENEWING CONTIACT ... eiii e ittt e e e e et e e e s s s e e e e e e s e e e e e e eeeesanbeaeeeeeeesaanseaeeeeeeeesannnnrnnneeeesaanns 231
11T T @0 (= Vo £ SR PRRRR 233
PRODUCTS et e e e e e e e e e et e e et e e eaaneeeaaneeees 234
PrOGUCES LIST VIBW ...ttt ettt nm e nne e e e 235
Yo (o 1o AN =V = o o 11 o PSR 237
Editing and Deleting ProQUCES .........icciiiieiicc et e e st e et e e e s s st e e e e e e e s s nnnnraneeeeeeeanns 239
Marking @ ProducCt @S INACLIVE ..........cccuuiiiiiie it e e e e st e e e e e e s e st e e e e e e s s s nnnnreneeaeeeeanns 240
Importing Products from CSV file ... 242
Y O L0 1 1\ 5 SN 243
ACCOUNTS LISE VIBW ...ttt ettt e e nn et nnn e s e e nn e s e annes 244
ACCOUNLS DASEA ON FILEIS ... 247
CUSEOM VIBWS .....eeieieii ettt sttt e et e s e e as e et en et e se e e e me e e s nr e e nnne e e nnneennneeenne e 248
CUStOMIZING ACCOUNES LIST VIBW ...ceiiiiiiiiiieieie ettt ettt e e e et e e e e e e e snnbnreeeaens 252
SEAICHING ACCOUNTES ...ttt e e ettt e e e e e s e bbbt e et e e e e s sab b e aeeeae e e s e annbbaaeeaaeeeaanneeees 254
AAAING NEW ACCOUNL ...ttt ettt e e e e e s e e bttt e e e e e e s o ab b beeeeaaeeeaasbbbeeeeaaeesaansbnbeeeaaaeaaanns 256
ACCOUNE DELAIIS PAJE ... eeiieiiie ettt e e ettt e e e e e s e abb e e e e e e e e e sanbnbeeeeaaeeaanns 258
Editing and Deleting ACCOUNL .....cccii i et e e e s e e e e e e e s st e e e e e e s e snnbaaeeeeeeesannnnreneeeaeesanns 266
Copy Accounts t0 BUSINESS UNILS ......ccccveiiiiiie e iciiiieee e st e e e e st e e e e e s s e e e e e e e e snnrnaeeeeees 268
Marking an ACCOUNE @S INACTIVE .......cuuiiieiiee e e e er e e e e s e e e e e e s s st ar e e e e e e s s nnnnraneeeeeeeanns 269
Assigning TopiC TemMPIate 10 ACCOUNT........coii e e e e e s s s e e e e e s s e e e e e e s snnnnrareeeaeeeans 271
Importing Sales details from CSV file.......ooo i 274
Importing Accounts & Contacts from CSV file..........oooiiiiiiiii e 275
L0101\ 1 O 1 TP 276
CONLACES LISE VIBW ...ttt ettt e e n e e s e s ne e e nn e nnneeenee e 277
Contacts DASEA ON FIILEIS ..o 279
CUSTOM VIBWS ...ttt ettt ettt ettt ettt e e sk e e e s a bt e e e sa b et e e e s h b et e e e ek b e e e e e an b e e e e s ambe e e e s anbeeeesnreeeeans 280
CuStomMizZING CONTACES LIST VIBW ....eeiiiiiiiiiieieee ettt a e e e e e e e e neeeaeas 284
SToT 1 (o] o W O0] ] 7= Tt SO O OO P PP UPPPRRPPI 286
AAAING NEW CONEACT......oeeeiiiie ettt ettt e e oottt e e e e e s e s bt beeee e e e e e s e abbbeeeeaaeeeaannbnbeeeaaaeeaanns 288
(@0 ] g r=Tod gl D= oY1 S = Vo T SO 290
Editing and Deleting CONTACES .........oiiiiiiiiiie e s s er e e e e s st e e e e e e s s st ae e e e e e s s s nnnnraneeeeeeeanns 293
RECONCIIE CONTACES.......viiitiieieie ettt e e rs e e ne e s e nne e nnn e 295
Associate ACCOUNES WIth CONTACES .......ceveiiieiieeiie e e 296

Zoho Corporation Pvt. Ltd.



E ManageEngine SupportCenter Plus - Admin Guide )

(@I F=T o] o] £ )Y/ =To O o 1 =T PSRRI 297
Y= To 153 L= =0 [ @] o ¢= Lo £ PRSR 298
Copy Contacts t0 BUSINESS UNILS ...c.cciiiiiiiiiiiie ettt e e e s s e e e e s s st e e e e e e e st e e e e e e e e snnrnneeeees 299
F N O 1 AV I 1 0 TR 300
ACHVITIES LIST VIBW ...ttt nn e sre e nn e s e s 301
Viewing Activities Dased 0N FIlLEIS .......uciiii i a e e s e e e e e e 303
CUStOMIZING ACHVITIES LIS VIBW ...eviiieei it e ettt et e e e e s e e e e e e st e e e e e e e e snnrnaeeeees 305
Searching TasKS N0 EVENTS..........uiiiiiiiiiiitie ettt e et e e e e e e s e snb b e e e e e e e e e e aneeees 306
AQAING NEW TASKS...ei ittt e ettt et e e e e o e a bttt e e e e e e s e aab b beeeeaae e e aabbbbeeeeaaeeeaansbbbeeaaaaaaaanns 307
VIBWING TASKS ..ettteiiiiee ettt ettt et e e o4 e ettt et e e e e e s e aab e be et e e e e e e e bbbbeeeeaaeeeansbnbneeaaaeeaann 310
AAAING NEW BVENTS ...ttt ettt et e e e s ettt e e e e e e s e bbb be e e e e e e e e snnbnbeeaaaaeeaanns 312
VIBWING EVENES ...eeiiiiiei ittt e s e e e e e e s e e e et e e e s e asa e e e e e aeeesaseeaneeeeeeesannsnneneneeeneannns 316
TIMESHEETS ..o e e e e e e aa s 319
VIEWING TIMESNEELS .. ..ottt e e e e e e e e bbbt e e e e e e e snnbnbeeeaaaeeaaans 320
Billable, Non-Billable and Billed TIMESNEELS ...........ciiiiiiiieiiiie e 323
Exporting Time Entries t0 QUICKBOOKS.........coiiiiiiiiiiae ettt 325
Deleting TIMESNEELS......cci it e e e e e s e e e e e e s s s e eeeeeeeesnnnnnreneeeeeenanns 330
CONFIGURATIONS . ...t e e e e e e e aa e e eaa s 331
Y= T ST 11 T £ RO PP PPPPPPPRRP 333
Y T ST =T =T AT 11 Lo 1 TP TUR TR 334
Y= TR @] 1T 8= 4o 337
NOEFICAION RUIES .....eeiiiieee et 338
BUSINESS RUIES ...ttt e s e nn e s e s 341
SErVICE LEVEI AQIrEEIMENES ... .. eiiiiieiie e i ettt et e e e s st r e e e e e s et e e e e e e s s snn bt e e eeeessanstaneeeeeeeannnnnnnes 347

[ 1= 0 To LTSy QRS- 1 1] o USRS 350
HEIPAESK CUSTOMUZET ...ttt ettt e e e et e e e e e e e e bbb b e e e e e e e e e annbbeaeeaaans 351
(61 (=7 = {01 oY A 352
Editing and Deleting CateEOIY ....ccvviii i cceee ettt e st e e st e e e s eata e e e sntaeeesansaeeeeans 354

K] =1 U PP PRPPO 356
LV ettt sttt e e e he e e s bt e s be e e nee e s be e e bee e nreenreeennreas 358

1Y oo [T TP T SR U PO UOTTOPPRP 359

e o] ) x2S PPPPPPPPPPPRPRE 360

Zoho Corporation Pvt. Ltd.



S ManageEngine SupportCenter Plus - Admin Guide )

Request - Additional FIldS .......eeeiii oot e e crrre e e e e e e e abre e e e e e e e e e eannes 361
Contact Field PErmiSSIONS .....c.c.eieieieiiieeiie ettt ettt ettt e e s e e sar e s e sneeesareeeanes 364
REQUESE ClOSING RUIES .....eeiiiiiee ettt ettt e e e e ttr e e e st e e e e sata e e e sntaeeesneaaeeanns 365
REQUEST TEMPIALIES ....eeiieeeieee ettt ettt e e e ettt e e e e e e e bbbt e eeea e e e e annnbeaeeaaens 366
SCHEAUIEA REQUESTS ...ttt e e e s et e et e e e e e e s e sabb b et e e e e e e s sannbbbeeeaaaaeaann 373
LI L= = 0V Y/ o1 376
Time Entry - Additional FIEldS.........ccveviiieie e e e 377
E-Mail COMMEAN ..ot nn e 380
JOD SNEEL CUSIOMIZET .......eiiiiiie ittt ettt se e nnn e e s e eneas 383
Solution - AddItIoNAl FIEIAS ........ooiiriieiieee e 386
F T (o N 01V ooz L1 [o] [P PP P TP PP PPPPPPPPPRIN 388
MENU INVOCALION. ......eiiiiitiit ettt et st e s et e e s b et e e s b e e e e aab e e e e annreeas 391
E ot olo 10 o1 RS T =] 1 1] oL T PP RRT O UPUPPPRTT 393
100 (1] 1Y PP PRI 394
(o To (U T3 1Y o= 395
Product - AdditioNal FIelAS .........oovviiieieieee s 396
Account - ADAItIONAl FIEIAS ......oooiiiiee s 399
Sales - ADAItIONAl FIEIAS .......ooiiiiiiie e 402
SCHEAUIE CSV IMPOIT ...ttt e e e ettt e e e e e e s e sabb b e e e e e e e e e sanbbbeeeaaaeeaann 405
CUSTOMET POMal SEHINGS ..ottt e e e e e e bbb e e e e e e e e abb e e e e e e e e e e e anneees 407
(0] 11 7= 1o RS T= 1] [0 LSRR PRTPPPRI 414
YU o] ool g aST=] 4V (o T F PP RPPT TP OPUPPRRTPN 415
e LN Y/ 01T 416
ST U o] oL i = - PSR 417
(@] 0= =11 o] = LN 0T SRR 419
[ o)1 T N 421
User and Related STHNGS. . ... eetiiiiiiiiiiieii ettt e et e e e e e s e sabbe e e e e e e e s e snnbbeeeeaaeeaaans 422
ROIES ...ttt et e r e b e e s annree s 423
Contact - ADAIIONA] FIEIAS ........eeeieiiiie et 426
Support Rep - AdditioNal FIEIAS .........ooiii i 429
SUP PO T RS i ——— 432
oo 018 1Y/ =T =T 1= P 437
T 0 0] o 438

Zoho Corporation Pvt. Ltd.



E ManageEngine SupportCenter Plus - Admin Guide )

WINAOWS DOMAINS ...ttt e e m e s e ne e e s e e ne e e ne e e e nne e e nnneesnneas 440
Configuring Active Directory AUthENtICAtION ..........ccuviiiiiee e 442
USET SUINVEY SEEINGS ..etieeiiiteiieitee e e s ieittte et e e e s s st e e e e e e sesae b e e e e eeessastsaeeeaeeesaassteaeeeeeessannsnrnneeeeessanns 444
SUINVEY SBELINGS -t ttteeeeiittttt et e e ettt e e oo e b ettt et e e e o e s e b bt et e e ee e e s aaababeeeeeaeeesasbbbeeeeaaeesaannbbbeeeaaaeaaanns 445
DEFINING @ SUMVEY .....eeeiiie ettt e e oo et e et e e e e e s e e bbb et e e e e e e e e bt bbeeeea e e e e annsbeaeaaaens 447
SENAING B SUIVEY ...ttt e e oo e ettt et e e e s e e b bbb et e e ee e e saasbbbeeeeaaeeesannbbbeeeaaaeaaanns 450
SUINVEY PIEVIBW ...ttt e ettt e e oo oot b et e et e e e 4 e e ab bt e et e e e e e e e e abbbeeeeaaeeesannbbbeeeaaaeaaanns 453
VIEWING SUINVEY RESUILS .....euviiiiiee et e e e s s e e e e e e st e e e e e e s e s st ae e e e e e e e e annnrneneeees 454
Deleting SUIVEY RESUILS.........uiiiiiiee it e s s e e e e s s e e e e e e e e s st e e e e e e e e snsrnneenees 457
(@ (o =T a1 4= 1110 ] TS =1 11 o [ SRR 458
(@ (o =T a1 4= 1110 ] g T =] - V1 SRR 459
7= 4] o L PP PP T TPUPUPPRRTP 460
System NOHFICAtION SELHNGS ....ooiiiiiiiiie e e e e e e e abe e e e e e e e e aans 466
(D= 1= QAN (ol 11/ 1o Vo PR TR 468
BaCKUP SCREAUIING ....eeiiiiiiee ettt e e e e e ettt e e e e e e e e snnbereeaaeas 469
[a1=Te = V0T T/ Ao [0 Ko o 1= SR PPRRRR 470
LI G2 ) (=T = U1 S 471
Computer Telephony INtegration (CT1) ...c..uueeieiee e e e e e s e e e e e s e e nnneees 475
Telephony SErver SETHINGS ... e e e e e e e st e e e e e e e aneaaeees 475

(6l Tol Qs {o I P TPV SRR PRRPRRPR 477

S BN PO it 477
REMOLE ASSISTANCE ...ttt ettt e st e e s bt e e s bt e e s n et e e snbr et e e annneeas 479
REMOtE ASSISTANCE SETUP .. .uiuieiiiiiiiiiiiiiiieiiittiieieietetreaeeeaeereeereraraeereeerarereressesrsrnsnsnrssnrnrnnnsssnsnnes 480
Inviting Contacts from Request Details Page......cccuveeeiieicccciiiieeee e 481
ZON0 CRM SEHINGS. ... ettieiiiee e e iittee e e s s et e e et s st e e e ee e e s e sas e eeeaeessassssteneeaaeessansnnaneeeeeeeaanns 483
CUSEIOM SCREAUIES ......ceiieeii ettt s et e e e e e s e e e eneee 485
e ] 10 PRSP 487
= [T (T L= I =T o o] o £ PSRRI 488
(O 110 o ¢ I = oo ] 491
RV 2TV T = o o 4 £ PSR 495
QUETY REPOITS ... 498
Yol g 1=To (U] [To I S L= oL ] o ¢3RO O U UUTT 499

Zoho Corporation Pvt. Ltd.



-

@F ManageEngine SupportCenter Plus - Admin Guide )

=T 0oL AT 111 T PSRRI 500
oy q oo v aTe [ Y= oo A= T3 = I SR PRSRR 501
DASHBOARDS ... ea 502
yXo o 10T IVAVATe (o T=1 £S30 (o TN I X= =] o o To T= 1 o PRSI 505
RV AN T D= 1] ] o To T= o £ PSRRI 510
MOBILE CLIENT Lottt e e e e e et e e e e e e e s e e eaaeeees 514
IPHONE AP P e e e e e e e e e e e e e e e e eaaeaeas 532
MS-OUTLOOK INTEGRATION WITH SUPPORTCENTER PLUS ..............c..... 554
INTEGRATIONS ..ot e e e e e e et e e e e e eaaeeees 560
EXternal ACHION PIUG-IN ..ttt ettt et e e e e e st e e e e e e e e e s nnbbeeeaaaeeaanns 561
N1 YN a1 =Te = 14 [o] o PP P PP TPPPP 570
ServiceDesK PIUS INTEGIALION .......cooiiiiiieiiiiie ettt e e b e e snnee s 581
N e PP PPN 587
API Settings in SUPPOICENTET PIUS ......coiiiiiiiiiiiieie ettt e e e e e ibnbeeeeaaeeeaaas 589
GENEIAI OPEIALIONS .....eeeiiieeiiiittie e e e ettt e e e e ettt et e e e e s e e s be et e e ee e e s e aabbbeeeeeaeessanbbbbeeeaaeeeesnsbsneaaaans 591
Logging ON t0 the APPIICALION. ......ci i e e ea e s 592
VIEW BUSINESS UNIE LIST...ccciiiiiiiiitiiiee ittt e s e e e e e e s nnneee e 594
Change BUSINESS UNIL ....ccieiiiiiiiiiiiie s e e e e e s st r e e e e st e e e e e e e e st te e e e e e e s s snnnbaneeeaeeeannnnnenes 597
VIEW RECENT IEEMIS ...ttt e e e e nn e s nne e nnneesanees 599
Request Related OPEratiONS ..........iiiccuiiieeiee e iciie e e e e e s s st re e e e e s ss e e e e e e s e sensbaaeeeeeessasnsnraneeeeeesanns 602
Yo [0 I =T o811 SR 603
VIEW/REAA REQUEST ...ttt e e e et e e e e e e st bbb e e e e e e e e e sannbeeeeeeens 607
View/Read ReqUESt DESCHIPHON ..........uiiiiiiiei ittt e e e e e e e e s snbaeeeeeeas 611
VIEW REQUEST FIILEIS ...ttt ettt e e e e et e e e e e e s e aannbeaeeaaens 614
View Request Dased 0N FIltErS ... e e 616
UPAALE REQUEST ...ttt e e oo e et e e e e e e e bbb et e e e e e e e s bbb beeeee e e e e annbbnneaaaens 619
ST To T I =T 0T S 623
X [0 I\ (=P P P PP ST P 625
VIEW/REAA NOLES ...ttt ettt s e e e e e ne e e nne e e nnneesanes 628
L]0 F= Y L= 1N (o (= 630
DEIETE INOLE ...ttt ettt e st e e s bt e e s b e et e e sa b et e e e bt e e b e e e e e e e e nnree s 632

F e (o N 1= Tod o] 0= o | PP PP PPPPPPPPPPUPPIN 635

Zoho Corporation Pvt. Ltd.



E ManageEngine SupportCenter Plus - Admin Guide )

e [0 [ (=TS 11 o] o PSPPSR 641
VIEW RESOIULION ...ttt sttt e e se e e e ne e e nre e e s e e snneas 643
(8T To Fo Y LT =TT (U)o o 646
Add/Update Resolution and Change the status of @ request ... 648
F Yo (o I T L= 01 TP PTTT TP 651
VIEW/REAA TIME ENTIY ..ottt e et e e e e e ettt e e e e e e e e sannbeaeeeaens 654
UPAALE TIME BENEIY ..ottt e e e e e ettt e e e e e s s bbb e e ee e e e e e e annbreaeaaaens 656
=] 11 (I T U= S 659
(@10 TSY I LT 11 1= PSR 662
=] [T (I =T [0 LTS 664
View Conversation details of @ REQUEST.........ccuuiiiiiii e e e 666
View full details of Request CONVEISAtION .............eeiiiiiiiiiiiieiiee e 668
RePIY/FOrWArd REQUESTS ...ttt e e e e e e et be e e e e e e e e snbbereeaaans 671
View Recent ACtIVItIES 0N @ REQUEST .......oii i 674
VIEW REPIY PrOPEITIES. ... . ettt e e e e e e e e e e e e snnbeeeeaaans 676
View My Request Summary from a Business UNit.........cccuvvevieiiiiiiiiiiiice s 678
View Request Summary of @ BUSINESS UNIt.........ueuiiiiiiiiiiiiiiieee e e e snneee e 681
View list of Request Fields from a BuSIiNESS UNit .........coociiiiiiiieei e 683
Account/Contact Related OPEIatiONS ........cciiiicuiiiiieieeeieiciireie e e e e e s s ssreer e e e e s s s st e e e e e e e ssnnrnrareeeaeeeans 690
Y Yo (o 1 g o Yot olo 101 o | SR TP PR PTTT TP 690
VIEW/REAU ACCOUNT........teieeitiiee ekttt ettt et e e e st e e e aa b e e e e s as b e e e e anbe e e e s asb et e e s anbeeeesanreeeeaas 694
FaXo (o100 I @01 0] - To! A TP P UUTTR ORI 697
VIEW/REAA CONACT ...ttt etttk ettt et e e e rab e e e e sh b e e e s atb et e e s anbe e e e s anneeeeaas 700
VIEW/REAA PTrOUUCT ......eeiiiiiiiiee ettt ettt nn e esnneas 703
Solution Related OPEratioNS .........uiiieiiiiiiiieiie et e e e e s s s e e e e s s s e e e e e e s snsaareereeeeeesnnsrrreeeeees 706
X [0 IS To] (V11T o PSPPSR 707
VIEW/REAA SOIULIONS ...ttt ettt e et se e s nnn e e s e nnnees 710
VIEW SOIULION FIILEIS ..ottt 713
View Solution based 0N FiltErS ... 715
@] oo oY LS To] 11 {o] o E PR TUR PR 718
APPIOVE SOIULION. ...ttt e e e oottt e e e e e e s et b be e e e e e e e e anbbeee e e e e e e e e annnbnaeeeaens 721
REJECT SOIULION ...ttt ettt e e e e e e bttt e e e e e e s bbb beeeaa e e e e annbreaeeaaens 724
o [0 N = Tod o0 01T o | PSPPSR 726

Zoho Corporation Pvt. Ltd.



ﬁ ManageEngine SupportCenter Plus - Admin Guide )

View/Read SOIUtION COMMENES .......c.viiiiieiriee et e e nnre e e esneas 731
DEIELE SOIULION. ....c.eeiiiiie et r e e e n et nn e nr e s e s 734
Contract Related OPEratiONS .........uiiiiiiiiciiieiee e e e e it e e e s s s r e e e e e s s st rereaeessasaareeeeeeeeesansrraeeeees 737
Yo (o IO o] o] 1= Tox TP P UPTTT TP 737
VIEW/REAA CONIIACT ...ttt e ettt e e e e e s s bbb e e e e e e e e e snbbe e e e e e e e e e e annbbneeaaaans 741

@] oT0 Fo YL @0 |1 7= T) ST UPTPTR R 744
RENEW CONTIACT ...tttk skttt sbsbnbneee 748
PERSONALIZE SUPPORTCENTER PLUS ... 752
APPENDIX e aa 754
SU P PO e ——————— 755
YA (=] 0 I o o Y = - PSS 757
(@0] g r=To111aTo JZA® ] 2 (@ I @01 o o] -1 i o o S 759

Zoho Corporation Pvt. Ltd.

10



ﬁ ManageEngine SupportCenter Plus - Admin Guide )

Introduction

The process of handling service request from the customer to the support rep is manual in many
organizations, which makes them prone to human error, and extremely difficult to manage and
synchronize customer information. Thus often leading to a significant delay in executing the incoming
tickets and tasks.

ManageEngine SupportCenter Plus is one of the most comprehensive Customer Help Desk Software,
which can help any business to effectively support and communicate to their customers.
SupportCenter Plus is a web based customer service and support solution that offers Trouble
Ticketing, Account & Contact Management, SLA Management and Knowledge base all in one
package. It helps you track and resolve customer issues quickly, thereby delivering superior customer
support and taking customer satisfaction to the next level.

SupportCenter Plus Workflow Overview

3rd Party Apps Microsoft Qutlook

B—E &

Customer ;" | Web Portal Account & Contact
- ] Managemant
2 Emall o Ticker @F‘ Check /
A= g Phone Workflow Rules — E Verify
E  Twitter Customer Contract
(SLA)
| Custom Forms & AP

Reports
for Analysis

K \ @

Customer fesdback ¥ Knowledge
Survey Base
i Request @ “"/’
e “" Closed Support
P)’ Representatives
Customer enters
1 Billing
L o
M Customer 5 Respond to P )
acknowledges | Centact
the resolution with Solution

Support Rep - Customaer Interactions

{

The two main focus of ManageEngine SupportCenter Plus are;
e Request Tracking, and
e Customer Account Management

Using the above modules, support reps and administrators can resolve complex issues in no time,
thus reducing end-user frustration arising due to time consuming issue resolving process. In addition,
they can also keep track of the changing needs of the customers and modify their services to suit their
requirements.
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Requests Module

Helpdesk Support Reps receive requests from a variety of sources; email, phone calls, forums, web
portal, from various regions across the globe. The request module functions as the customer support
desk where requests are fetched from the mail server at regular intervals and routed to the respective
Business Units from where necessary solutions are provided by assigning support reps to resolve
issues reported.

Solutions Module

This module serves as a knowledge base for your customer support team as well as your customers.
Customers can search this for solutions for issues and solve it themselves. Also, when support reps
resolve issues, they can directly convert these resolutions as knowledge base articles.

Contracts Module

Contracts are the services offered to an account and their associated products for a specific time
period. These support services are grouped under a Support Plan which determines the due by time
for requests raised for the account/product. Thus based on the associated contracts, any request
raised for the account/product should be resolved based on the support plan and applied due by
time.

Accounts Module

With this module, all your valuable customer information can be maintained and kept up-to-date. The
account information gives you details of their contacts, the products purchased and the kind of
support services that needs to be provided to them. Furthermore, for accounts with branches in
different locations, each branch is added as a sub account of the account. Thus maintaining
information of the branches of an account too.

Contacts Module

The contact information tracking enables you to have a tab on what is the latest progress on the
status of the customer, the type of customer and other such related information. To view the various
contacts and their details, click the Contacts tab in the header pane.

Reports Module

Using reports module you can evaluate and analyze the efficiency and productivity of your support
team, and the load of requests handled by them. A set of predefined reports are generated from the

data available in the application. Apart from the preset reports you can also customize your reports
using Custom Reports option.
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Getting Started

Installed the product and cannot figure out from where to start your configurations? Getting Started
Guide tells you how to go about working on the product after Installation.

The initial features to be configured in SupportCenter Plus application are;
e SupportCenter Plus Users
e Importing Support Reps
e Importing Accounts & Contacts
e Mail Server Settings & Mail Server Configurations
e Configuring Business Units

e Customer Portal Settings
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SupportCenter Plus Users

In SupportCenter Plus there are three kinds of users;

e Administrator: support reps privileged to configure and manage all the settings in the
application.

e Support Reps: who attend to requests, and can create and run custom reports.

e Contacts: who submit service requests into the application.

ManageEngine

SupportCenter "

Login

Username

Password

[] keap me signed in
Login | » Option

Forgot password?

Note: Contacts can log into the application from the Customer Service Portal.

The user you are logging in as is the main administrator. You will be able to access all the modules
and features in the application.

If you have forgotten your password to log into the application, all you need to do is click on the
Forgot Password link in the login screen.

Enter the e-mail address registered in the application.

Click Send Request button. An e-mail is sent to the specified address to reset the password.
Click on the link specified in the e-mail. The create new password form appears.

Enter the New Password in the field provided.

Retype the password in the Confirm New Password field.

o s bR
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6. Click Change. A success message appears along with a link to take you back to the login

screen.
7. Click Back to Login and enter your Username and the new Password to log into the
application.

Note: Please note that the support reps and contacts should possess a registered e-mail

address and a login name. In case of contacts, apart from the two conditions, the contacts
should be associated to an account.

Zoho Corporation Pvt. Ltd.

15



S ManageEngine SupportCenter Plus - Admin Guide )

Importing Support Reps from Active Directory

You can import all your support reps instantly if their details are configured in the Active Directory.
SupportCenter Plus allows you to enable Active Directory authentication to these support reps and
also provide specific roles to execute definite tasks in the application.

You can find Import from Active Directory option under Admin -> Support Reps.

e Domain Name & Domain Controller: Domain name and Domain Controller from which the
support reps need to be imported.

e Login Name & Password: Login Credentials to the domain.

e Select the fields to be imported from the active directory.

Import from Active Directory

Import from Active Directory

Please Mote:
Cn Importing, Existing data will be overwritten and New data will be added.

* Mandatory Field

* Demain Name ACME v| Add New Domain
¥ Domain Controller | acme
® Login Mame '_administratcr
* Password [essnsansnnsne
Select Fields for Import FPhone Mobile
Job title E-mail
Mext | Cancel |

On selecting the necessary Organizational Units (OU) and importing the support reps, you need to
enable Active Directory Authentication under Settings in the Admin module.

You can also schedule an Active Directory Import at regular intervals to synchronize the database
information with the active directory. If there are any modifications in the existing support rep
information, the data will be rewritten and updated in the application.
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Active Directory Settings

Enable Active Directory Authentication

Schedule Active Directory Import

On enabling AD authentication, the login name and password with its domain is validated in the AD
after which the Support Rep can log into the application.

Alternatively, you can also add support reps manually into the application using the Add New
Support Rep link. [Refer Support Reps to know more on adding support reps manually]
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Importing Accounts & Contacts

Once the support reps are successfully imported into the application, the Accounts and the respective
contact information can be imported either from

e Microsoft Outlook, or

e CSV Import

The Outlook edition can be installed on user's MS Outlook as a plugin, which can be used to
synchronize the contacts between Microsoft Outlook and the SupportCenter Plus. [To know more
refer MS-Outlook Integration with SuportCenter Plus]

Easy ways to add your Customer information

LFE : G- Import from CSV

To enable organizations to quickly populate the
custorner database, SupportCenter Plus provides

! ! an easy-to-use CSV import option to impont all

¥7 Import from Outlook

The Outlook edition can be installed as a Plugin
on MS Cutlook, which can be used to synchronize
the contacts between MS Outlook and

relevant information from vour existing database.

| o5
I ® Schedule the CSV import

SupportCenter Plus also provides a CSv-based
option to keep it's database in synch with your

SupportCenter Plus organization's customner database

Importing Accounts/Contacts from CSV file

Importing Accounts/Contacts from CSV link is found under the Accounts and Contacts module.
SupportCenter Plus also provides Scheduling CSV Import to keep its database in sync with the
customer's database.

The CSV Import consists of three steps;

Step 1: Upload CSV file
1. Click on Browse button to select the CSV file.
2. Onlocating the CSV file from the file chooser window, click Open.
3. Select the File Encoding from the drop down.
4. Click Next >> button.
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Step 2: Map Columns

From this section you can import both account and contact information at the same time. Thus
establishing the contact-account relationship and also self service login to the contacts in just one
import. For this, every individual contact available in the CSV file should be associated to an account.
1. Map the application contact fields with the field names from the CSV file.
2. Click Next>>. Click Previous << to go back to Step 1.

Step 3: Import
1. Click Import Now button. The account/contact details from the CSV file is imported.
2. Once the import is complete, the data on how many records were added, how many

overwritten, and how many failed to import is displayed in the pop-up.
3. If at any point you wish to stop importing from the CSV file, click the Exit button.
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In order to fetch and send mails from the application, you need to configure the Mail Server Settings
in the Admin module.

Incoming Mail Server Settings

Have the following fields -

e Server Name/IP Address: Denotes the Incoming Mail Server from where the mails need to
be fetched.

e User Name & Password: Login credentials to the server.
e Email Type: Indicates the type of email fetching (For example: IMAP or POP and so on)
e Port: Port from where the mails need to be fetched.

e Mail Loop & Mail Storming Prevention Settings: Suppress Auto Notification and prevent
Email Storming from contacts by halting the mail looping and mail fetching into the
application. Specify the number of mails and the time span after which the mail fetching and
the looping should be stopped.

All fields are mandatory fields and cannot take null values. Click Save button after entering the above
details. The configurations will be saved and SupportCenter Plus will try to establish connection with
the mail server. Click Start Fetching button, to start the mail fetching.

Outgoing Mail Server Settings

Have the following fields -

e Server Name/IP Address: Denotes the Outgoing Mail Server through which the mails are
sent to the external world.

e Alternate Server Name/IP Address: Backup server name which will take over the main
server in case of server crash.

e Email Type: Indicates the type of email despatching (For example: SMTP or POP and so on).
e Port: Port from where the mails need to be sent.

If authentication is required for outgoing mails server, enable Required Authentication and enter the
specific credentials.

Zoho Corporation Pvt. Ltd.

20



Q ManageEngine SupportCenter Plus - Admin Guide )

Mail Configuration

The email address to which the service requests are sent and should be fetched by SupportCenter
Plus application is configured under Mail Configuration. If you have enabled multi-tendency, the email
address of the respective Business Units can be configured such that the mails are routed to the

particular Business Unit.

e Incoming Email IDs: The email address to which the service requests are sent.

e Sender Name: The name to appear in the mail beside sender's mail ID, while sending mails

from the application.

e Reply-To Address: The email address to which the reply needs to be sent.
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Configuring Business Units

Organizations with various marketing segments can be best thought of as a number of businesses,
that supports their own set of accounts, customers and vendors. Hence, the customer support
operations in these enterprises are complex, interconnected and extremely difficult to organize.

In ManageEngine SupportCenter Plus, you can configure individual segment or division as a
"Business Unit", with which, you can organize and manage your support team effectively.

For instance, let’s take the company Acme Corporation. It has 3 Strategic Business Units which
include Telecom, Retail and IT. Each Business Units can have their own customers (Accounts) and
each customer can have multiple branches (Sub Accounts). The Accounts and Sub accounts can
have their own contacts (Customer Contacts), who will be raising the requests.

| [
0 "
| Business Units | ACME TELECOM | |AcME RETAIL | AcmEIT
"
pa— 'j & i
= o\ i) d ) Ab
Clients
[ Sub-Accounts ] ............ E K K day — +Branches
: . P ) * Client *
| Customers | .. - ; : ’T‘ ﬂg_u ------------ +Subscribers

Before getting into the configurations and modules based on departments, let us understand the roles
and privileges offered to a support representative in departments.

Support Representative: Ability to be associated to multiple departments, and assigned with
different roles for every department.
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]

!Global Administrator: All the business units is governed by a global administrator, who
will have a wholesome view of all the business unit operations.

ﬁBusiness Unit Administrator: Each Business Unit can have its own Business Unit
Administrator, who will have the rights to maintain the different accounts, sub-accounts and
other related operations of the business unit.

If you have enabled multi tendency feature in ManageEngine SupportCenter Plus, the configuration
wizard opens to view the following tabs,

Manage Business Units
Business Unit Settings

Global Settings

Manage Business Units

You can manage and organize all your Business Units from this tab. Manage Business Units lists all
the Business Units added in SupportCenter Plus from which you can add, edit and move Business
Units to archive state. In addition, you can also set a Business Unit as default by cliking on the Set as
Default Business Unit icon beside the business unit. The default Business Unit accumulates
requests which are not aliased to any business unit. The business unit which is set as default cannot

be archived.

Business Units SSESHE™ Support | Help » | Freferences | @ ~ administrator (Log cut)

ManageEngine

SupportCenter '

General ¥

Switch to..

Home Requests Soly intacts W.GILTM Reports Dashboards v

General ——
| @ Add New... '] | MLogacall | | i |

Issues Server

Manage Business Unit§ OpManager al Settings

ServiceDesk Plus { Add Business Unit

Active Business Uni

SupportDesk

Bu Created On Created By
All Business Units
& F 6 Ges Apr17, 2013 01:22 PM System
I%I @ Issues Server May 2, 2013 03:31 PM administrator
& = OpManager Apr 17, 2013 01:22 PM administrator
& # ServiceDesk Plus Apr 18, 2013 02:47 PM administrator
g & SupportDesk May 2, 2013 03:31 PM administrator

Add Business Unit

o s~ wbdpRE

Click on Add Business Unit link.

Specify the name of the Business Unit. The name is a mandatory field.

Select the Time Zone of the specified Business Unit.

Enter a brief description on the Business Unit in Description field.

If you wish to make this Business Unit available in Customer Portal then enable the check box
"Make it available in the Customer Portal".
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6. Click Add Business Unit to add the business unit and return to the list view page. If you do
not wish to add the Business Unit then click Cancel.
Note: The number of Business Units added depends on the license purchased. If you have
purchased a 5 Business Unit license then only 5 business units can be added along with the default
Business Unit present in the application.

Edit Business Unit

1. From the list of Active Business Units, click the Edit icon [# peside the Business Unit you
wish to edit.
2. Modify the required fields and click Update.

Archive Business Units
Business Units cannot be deleted but can be made inactive by moving it to archive for further
reference. The business unit currently viewed cannot be moved to archive state unless you switch to

another business unit.

To move a Business Unit to archive,

1. From the list of Active Business Unit, select the Archive Business Unit icon cH beside the
Business Unit you wish to move to archive state.
2. A success message appears and the business unit is moved under Archive Business Unit.

Note: Business Units moved to archive will not take up a license.

To reactive archive Business Units
1. Select Archive Business Unit link. The list of all archive business unit is displayed.

2. Click Reactivate Business Unit c¥3icon beside the business unit you wish to make active.
Business Unit Settings

The Business Unit Settings consists of all the admin settings that require separate configurations for
each Business Units. To know more on configuring individual settings refer Configurations.
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M ine Business Units . Support | ‘erences | @ - administrator (Log out)

Su pportéentef P General *

Home Requests Solutions Contracts Accounts Contacts Reports  Dashboards

O Add New... > | | @iogacall | | i% | 2apr2012 18:02

g i Units I Unit i Global ing: » List View
General ¥
Main Settings
° - n
@7 & & =
Mail Configuration Notification Rules Business Rules Service Level Agreements

Helpdesk Settings

2 B = =) ] 2

Helpdesk Customizer Request Templates Scheduled Requests Time Entry Type TimeEntry - Additional Job Sheet Customizer
Fields

Account Settings

% e L s E3

Product Type Product - Additional Fields Account - Additional Fields Sales - Additional Fields Schedule CSV import

Contract Settings

= 3 & @ B
=) =
Support Services Rate Types Support Plans Operational hours Holidays

User and Related Settings

o i ) 88 Y Y

Roles Contact - Additional Fields Support Rep - Additional Support Reps Account Managers Group
Fields

User Survey Settings

TR [y D B
g N =
i “3) Q 5
Survey Settings Define Survey Survey Praview Survey Results
Home | Requests | Solutions | Contracts | Accounts | Contacts | Admin | Reports | Dashboards | Activities | Products | Timeshaets

Global Settings

A few admin settings are applicable to all the Business Units configured in the application like the Mail
Server Settings, Customer Portal, scheduling a backup and so on. These admin settings are grouped
as Global Settings.

In addition to the above list, Global Additional Fields can be configured for support reps, contacts
and accounts. The addition fields configured are available while adding support reps, accounts and
contacts for all the business units in the application.

The Roles and Support Reps functionality under Global Settings is an added advantage to the multi

tendency support, especially in scenarios where a support rep or a role is required for all the available
business units.
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Support Center '™

Home Requests

Solutions

General v

Contracts Accounts

Unit

g i Units

Organization Settings

Organization Details

Application Settings

o

Settings

User and Related Settings

-?’

Roles

<

Active Directary

Integration & Add-ons

L 5|

API

Mail Server Settings

=

Default Configuration

Support Rep - Additional
Fields

t

Twitter Settings

Contacts

Reports

ing: Global Settings

T

Customer Partal Settings

System Notification
Settings

a5

Support Reps

B

Telephony Server Ssttings

To know more on configuring individual settings refer Configurations.

| @ ~ administrator (L

Dashboards

| Add New... > | | @logacall | | #% | 2 apr2012 18:22

» List View

5

Windows Domains

Backup Scheduling

Contact - Additional Fields Account - Additional Fields Industry

& "
}E k2

Remote Assistance Setup Zoho CRM Settings

Home

Requasts | Solutions

Contracts | Accounts | Contacts | Admin | Raport=

Dashbosrds | Activities | Products | Timesheets
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All Business Units

An organization with different business segments can be organized and managed by configuring
individual segment or division as a "Business Unit". Different 'Business Units' can be configured
based on the different businesses run by the organization. Each Business Unit can have its own
Business Unit Administrator, who will have the rights to maintain the different accounts, sub-accounts
and other related operations of the Business Unit.

Support Rep can also be associated to multiple Business Units, and assigned with different roles for
every Business Unit. The support rep associated to multiple Business Units can manage the requests
raised across different Business Units under "All Business Units". Based on the role in each Business
Unit, the support rep can update, delete, assign, move and link requests in this view.

Enable Business Units

Business Units can be enabled in order to manage your different businesses. You can enable
Business Units by clicking on the Getting Started button on the header. On enabling the Business
Units, you will have the Business Unit named 'General' by default. You can add more Business Units
based on the license purchased. When more than one Business Units are added, the 'All Business
Units' option will be available. To switch to this view, click the down arrow on the header beside
General and select the 'All Business Units' option.

ManageEngine Business Units "BiEsBig™ Support | Help = | Preferences | @ - administrator (Log out)

SupportCenter ' General ¥

Home Regquests i Reports Dashboards Go Q

General —
| © Add New... v] | @logacal | | 2|
Issues Server
Manage Business Units OpManager al Settings
Active Business Unity ServiceDesk Plus 0 Add Business Unit
SupportDesk
Bu Created On Created By
| All Business Units I
& #F 9 Gel . Apr 17, 2013 01:22 PM Systemn
I%I = Issues Server May 2, 2013 03:31 PM administrator
& F OpManager Apr 17, 2013 01:22 PM administrator
& F ServiceDesk Plus Apr 18, 2013 02:47 PM administrator
& &F SupportDesk May 2, 2013 03:31 PM sdministrator

The All Business Units page contain the following tabs:
e Requests

e Dashboards
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Requests

The Request List view page organizes and lists all the requests raised in different Business Units.
You can perform the following operations in All Business Units list page such as,

Option to view requests based on filters.

Customize columns to be displayed in the list view. Custom fields created in different
Business Units will not be available in the Column chooser.

Option to set the number of requests to be displayed per page.
Search for requests on entering the request ID.
Option to view requests based on the selected Business Unit.

Perform actions such as update, delete, assign, move and link requests from this view.

From the All Business Units list page you can,

1. Request based on filters: View specific group of requests through pre defined filters.

2. Custom and Manage the Views: Customize the page to display the requests using
Custom View option. You can create criteria to filter requests accumulated in the request
list view page. Thus sorting and viewing requests based on your requirements. You can
create, reorder, and manage the custom views. The custom views created can be made
public or private. [Refer Custom Views to know more.]

3. Search Request: Search for requests instantly on entering the Request ID. Enter the ID
in the Request ID field and click Go button. The page redirects to the Request Details
page. [Refer Search Requests to know more.]

4. Set the number of requests per page and navigation buttons: You can set the
number of requests to be displayed in the request list view page.

5. View requests based on the selected Business Units: You can select the Business
Unit from the "All Business Units" drop down to filter requests according to the selected
Business Unit. Thus sorting and viewing requests based on your requirements. If no
Business units are selected in the drop down, all Business Unit requests will be
displayed.

To view requests based on the selected Business Unit in the list view page,
1. Click the drop down icon beside All Business Units drop down list.

2. From the drop down list, select the Business Units for which you wish to view the
requests.
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ManageEngine

SupportCenter I

Business Units SBIEBIE®  Support | Help ~ | Preferences | @ + administrator (Log out)

Dashboards

v Views -2

My Open Requests

Unassigned Requests

My Requests On Hold

My Overdue Requests

My Pending Requests

My Requests Due Today

My Resolved Requests

My Completed Requests

Open Requests

Requests On Hold

Overdue Requests

» Requests Due Today

> Pending Requests

» Resolved Requests

> Completed Requests
» All Requests

v Recent Items

3y My Iphone display is...

All Business Units ¥
Requests
All Requests
Q Go All Business Units v
_ ¥ General
@ a EE,| Move to | Link Requests ‘ Delste | -- Select Support r page Row Count
V// Issues Server N
= ID Subject OpManager py Time Status 2 Q [
. BB p@ 1 Problem with the printer ServiceDesk Plus 18, 2013 02:45PM - Open
=D 3 |Unable to download a file from the extermal sitd & Z-PPartDesk 23,2013 04:52 PM  Open
n 08B @# 3 Upgrade check Apply Cancel 2,2013 04:52 PM  Open
AR 4 Mail fetching problem Joe ServiceDesk Plus  Jennifer Doe May 2, 2013 04:53 PM  Open
BE=EDZ 5  problem with AD import John Adams ServiceDesk Plus  administrator May 2, 2013 04:54 PM  Open
Fl=ERE 6  Request for replacement of battery Sharon Harper General Shawn Adams May 2, 2013 05:25 PM  Open
08B D E#E 7 Pproblem with AD import Sharon Harper General Heather Graham  May 2, 2013 05:26 PM  Open
BEEEZ 8  Uparade check Paul Washer General Heather Graham  May 2, 2013 05:27 PM Open
[N P 9 ACis not working properly Edinbaro General Paul Washer May 2, 2013 05:26 FM  Open
BE=EEDEZ 10  Software Installation Alwin Thomas OpManager John Roberts May 2, 2013 05:28 PM  Open
E D& 11 My Iphone display is not working Allan Paul OpManager administrator May 2, 2013 05:28 PM  Open

6.

Refresh this page: Set the time frame to refresh the page from every minute to 30 minutes.

On setting the refresh time in the application, the page gets refreshed automatically for the
specified time frame. By default, the value is set to Never.

View and Add Notes to a request: Select on the notes icon to view and add notes to a

request instantly from the list view page. Public notes are marked as [ , Whereas private

notes are marked in B . [Refer Notes for more information].

8. Request Operations: Based on the role in each Business Unit, the support rep can update,
delete, assign, move and link requests in this view.

Edit Request: You can Edit requests by clicking on the Edit icon in the list view. The
request opens in the new tab in editable mode. Modify the request as required and
save.

Delete Request: Delete Requests from the list view. Select the request to be deleted
from the list by enabling the check box and click Delete button. The request gets
deleted and removed from the list view.

Assign To Support Rep: Assign bulk requests to support reps. Select the requests
to be assigned to a support rep by enabling the check box. Click the Select Support
Rep drop down menu and select the name of the Support Rep from the list and click
Assign button.

Move Request: Move requests from the list view. [To know more, refer Move
Request].

Link Request: Link request across Business Units. You can link the Requests across
Business Units by selecting the check boxes of different Business Unit requests.

Zoho Corporation Pvt. Ltd.

29



-

@F ManageEngine SupportCenter Plus - Admin Guide )

Dashboards

The Dashboard is a visual display of real-time information, consolidated and arranged in a single view
so that it can be easily monitored. It provides a quick view of the activities in the present week,
present month, previous weeks and previous months, thereby enabling the support rep to take
necessary decisions and actions.

NOTE: Information displayed on the Dashboard largely depends on the roles associated to the
support rep.

Data shown in the Dashboard is restricted to the Business Unit the support rep is associated to. When
a support rep is associated with multiple Business Units, then a drop down option with 'All Business
Units' and the Business Units to which the support rep is associated appears. By choosing the
Business Unit, information and data associated with that Business Unit are displayed to the support
rep. By default 'All Business Units' option is selected and the data of all the Business Units to which
the support rep is associated is displayed.

Similarly, data displayed on the dashboard is also restricted based on the roles associated to the
support rep.

Dashboards tab contains the following widgets:

e The first widget displays a matrix chart. It shows the total number of pending requests by
Support Reps across all the configured Business Units.
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Pending Requests by Support Rep - All Business Units Lt~
Open Pending OnHold OverDue
Heather Graham
General 3 3 0 4
administrator
OpManager 1 1 1
ServiceDesk Plus 1 1 1
SupportDesk 1 1 )
Jennifer Doe
ServiceDesk Plus 2 2 0 2
John Roberts
OpManager 2 2 0 2
Paul Washer
General 1 1 0 1
e The second widget lists the number of unresolved requests in Open, Pending, On Hold and
OverDue statuses across all the configured Business Units. Clicking on the total numbers in
the chart opens the corresponding list of requests in a new tab.
Pending Requests by Status - All Business Units Rt~
Open Pending OnHold OverDue
General 7 7 0 &
OpManager 3 3 0 3
ServiceDesk Plus 3 3 0 3
SupportDesk 1 1 0 0
Total 14 14 0 12

e The third widget displays a bar graph. It shows the number of SLA violated requests. The list
can be viewed based on the time period (This week, Last week, This month, Last month) by
selecting the time period from the drop down. Clicking on the bars on the graph opens the
corresponding requests for view in a new tab.
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SLA compliance by Business Unit

E & 2
Time Period:  This month IZ‘
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e The fourth widget displays a pie chart. It shows the number of inbound requests by Business

Unit. The list can be viewed based on the time period (This week, Last week, This month,
Last month) by selecting the time period from the drop down.

Inbound Requests by Business Unit

E+ 2

Time Period:  This month Izl

OpManager, 3

ServiceDesk Flus, 2

SupportDesk, 1 General, 6

The fifth widget lists the number of requests that are approaching SLA violation along with the
time frame.
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Reqguests approaching SLA Violation

5 15 - Password Reset

f o 2

Time Remaining

44mins
Business Unit: SupportDesk | Assigned To: administrator
5 13 - Battery Problem SAmins
Business Unit: General | Assigned To: Heather Graham
The sixth widget lists the number of requests that are approaching first response time SLA
violation across all the configured Business Units.
Requests approaching SLA Violation (First Response) Tk~

5 15 - Password Reset

Business Unit: SupportDesk | Assigned To: administrator

@ 13 - Battery Problem

Business Unit: General | Aszigned To: Heather Graham

Time Remaining

19mins

24mins
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Custom Views

You can create your own customized page to display requests using Custom View option. You can
specify the criteria to filter the requests accumulated in your requests list view page. Thus helping you
to sort and view requests based on your requirement.

e Create Custom View
e Reorder Views

e Manage Views

Creating Custom View

If you want to view all the "High" priority requests in the application through Custom View.
1. Click Request tab in the header pane to open the request list view page.

2. Click ¥~ in the Views section and select Add Custom View from the drop-down list.

ManageEngine

SupportCenter ' All Business Units ¥

DETHLGEL M Requests

«| Views P All Requests
» M &= Add Custom View
» | Tl Reorder views Q Go
» M = Manage Custom Views
72 Q Eﬂ,| Move to | Link Requests ‘ Delete -- Select 9
» My Overdue Requests
» My Pending Requests ] D Subject
» My Requests Due Today B = S ) 3 Unahble to fetch mails
» My Resolved R t § ,
y hesolved Requests P EE A 1 Request for replacement of battery
» My Completed Requests
[ B4 T 2 Iphone replacement request

*» (Open Reguests

¥» Requests On Hold

#» (Overdue Reguests

» Reguests Due Today
» Pending Requests
» Resolved Requests
= (Completed Requests

= All Requests
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10.

11.
12.

In the Add Custom View page, specify a View Name like "High Priority" requests. This
field is mandatory.

If you are the administrator and want this custom view to be available only when you log
in, select the check box beside Make this view as private custom view. The custom
view is made private. By default, the custom view for an administrator is public.

If you are a support rep without administrator login privilege then by default the created
custom view is private. The option to "Make this view as private custom view" is not
available.

In the Advance Filtering block, select the criteria to be filtered from Column drop down
along with its matching Criteria. For instance, select "Priority" from Column drop down
and "is" from criteria.

Click on Choose button.

From Select Column Data pop up choose your option as "High". You can select options
based on your selected column and criteria.

Click Add to Filter button to save the filter criteria details. The filter criteria is listed in
Filter Set block.

If you wish to add more filter conditions to this view then, select the required column,
criteria & conditions of the filter.

If there are more than two criteria, specify AND or OR conditions by enabling either of the
two radio buttons.

Click Save. Click Save and Add New to save and add another custom view.

The Custom View is now displayed under Views in the request list view page. The custom
view marked as private is listed under My Views and the public custom view is displayed
along with the predefined filters.
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¥ Yiews E+ 2

S0 UlNd==1glien ReEUuESL:

¥» My Open Reguests

» My Requests On Hold

¥» My Overdus Requests
#» My Pending Requests

#» My Requests Due Today
» My Completed Requests
¥» (Open Requests

¥ HReguests On Hold

¥» COverdue Reguests

¥» Requests Due Today

¥» Pending Requests

¥» Completed Regquests

#» All Requests

» High Priority

My View

¥» Low Priority "

Reorder Views

Reorder feature allows to set the order of view preferred in the Views section. The reorder feature in
Request Module allows you to set the order of request views.

To reorder the request view:

1. Click Requests tab in the header pane to open the request list view page.

2. Click ¥~ in the Views section and select Reorder Views from the drop-down list. The
Reorder Views pop up window is displayed.
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E

Completed Requests

My Cormpleted Requests
Pending Requests

My Pending Requests
All Reguests

My Requests Due Today
My Open Or Unassigned
Requests On Hold il
My Regquests On Hold s
Open Requests _I
My Open Requests

Overdue Requests

Requests Due Today

My Owverdue Reguests

Resolved Requests

My Resolved Requests
L

IREEEEREMEAENEEEEEEREE

e mmmimmm A Plmmiam - +-

Save | Cancel |

3. Select a view which you wish to reorder. Say, 'My Pending Requests' and click il to move
the view upward or click il to move the view downward.

4. Click Save. The selected view is reordered.

Manage Custom Views

You can view all your customized view under Manage Custom Views. From this page you can add,
edit and delete a custom view.
1. Click Request tab in the header pane to open the request list view page.

2. Click ¥~ in the Views section and select Manage Custom View from the drop-down list.
The Custom View page opens listing all the created custom views.

e - indicates the custom view is public and can be viewed by all users.

e Tix- indicates the custom view is private and can be viewed only by the creator of the
custom view.
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Reguests » Custom Views

Custom Views

Mew Custom View | Delete
] Filter Name Created By
[] [# & High Priority administrator
O Z % [T Views administratar
O] [ T8 My View administrator
Note

7 1.If you are the administrator then you can view all your customized private and

public views.

2. If you are a support rep then you can add only private custom views.

Edit Custom Views

To edit a custom view,
1. Click the edit icon beside the filter name you wish to edit.
2. From Edit Custom View page, edit the details.
3. Click Save. You can also add a new custom view by clicking Save and Add New button.

Delete Custom Views

To delete custom views,
1. Select the check box beside the custom views to be deleted. The administrator has the
privilege to create and delete public views.
2. Click Delete button. A pop up window confirming the delete operation appears.
3. Click Ok to proceed. The Custom View is deleted from the list.
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Search Requests

You can search for requests based on the keywords, request ID, advanced request search by
entering request fields as criteria and column wise search on entering the request details such as
subject, requesters name and so on from the request list view.

Search Requests based on
o Keywords
e RequestID

e Column wise

Search Requests based on Keywords

Request tab

To do a keyword search for requests,
1. In All Business Units, click Request tab in the header pane to open the request list view

page.
2. Enter the keyword in the search field.
3. Click Search. All requests that match the keyword provided by you in the search field is

displayed.
All Requests
replacement q Go All Business Units
7 Q Ei| Move to Link Requests Delete | -- Select Support Rep E‘ Assign Q|-
|:| 1D Subject Contact Name Business Unit
m ) 1 Reguest for replacement of battery Adam Smith General
[ [# 2 Iphone replacement reguest Adam Smith General

Performing a Global Search

You can also perform a Global Search that searches the keyword in request module at one go. The
search options such as Wildcard search, phrase search, boolean search, field specific search and
much more, can be used to make the search effective. To know more, click Search Tips.
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Advanced Request Search

Using advance search option you can further enhance the request search by drilling it down to
request properties. This option allows you to search requests by providing the requests fields as

search criteria.

To perform advance request search:

In All Business Units, Click the Advanced Request Search icon E in the header pane

1.
beside the Go button. The Advanced Request Search page is displayed under the Requests
tab.

2. Click the Advanced Request Search link beside the search field to add search criteria.

3. Select the field name from the drop down and select the condition value 'Contains' or 'Does
not contain', for specifying your search condition. Enter the corresponding values in the text
box provided.

4. To specify another condition, click Add a condition link and specify the next condition.
NOTE: The default condition type is '"AND'. When you have multiple conditions, the search
results will be displayed only if all the mentioned conditions are satisfied by the request.

5. Click Search. All the requests matching the criteria will be displayed.

6. You can also sort the search results by Relevance, Created Date or Last Updated date by
selecting an appropriate option from the Sort results by drop down.

7. If you would like to view the search results based on the business unit, select the check box
beside the business unit displayed on the left panel.

8. If you would like to get back to the normal search, click <<Back to Basic Search link

available at the top right corner.

Business Units SDissBler Support | Help~ | Preferences | @ ~ administrator (Log out)

ManageEngine

SupportCenter I

All Business Units ¥

Dashboards replacement

Advanced Request Search « Back to Basic Search

General
SCFP

(=]
=]

[~]
[=] high

Contact Name contains adam

Priority contains

Add a condition

Contact Name: Adam Smith | Created On: May

Search Results Sort results by: Relevance lz‘
Requests 1-3of 3
@ ID: 2 - Request for replacement of battery Friority: High | Status: Open | Business Unit: General
Contact Name: Adam Smith | Created On: May 29, 2013 06:38 PM | Assigned To: Heather Graham
@ ID: 3 - Replacement request Friority: High | Status: Open | Business Unit: General
Contact Name: Adam Smith | Created On: May 29, 2013 06:38 PM | Assigned To: Heather Graham
@ ID: 4 - Ipk replac t req t Priority: High | Status: Open | Business Unit: General

29, 2013 06:39 PM | Assigned To: Howard Stern
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Search requests based on Request ID

If you are aware of the request ID of the request you are searching for, then you can perform the
search using the request ID alone. It is quick and displays the request instantly.

All Requests

Q Go All Business Units
7)) Q Eﬂ,| Move to | Link Requests Delete -- Select Support Rep |E| Assign | o - |
|:| ID Subject Contact Name Business Unit
[ &g 5[ 1 Reguest for replacement of battery Adam Smith General
fa = ) 2 Iphone replacement request Adam Smith General

Column wise search of requests

You can also perform column-wise search of requests if you know any of the request detail such as
subject, requester's name and so on. To perform a column-wise search,

1.

From the request list view page, click on Search icon 2. The search field opens just below
every column that is visible in the list view.

Enter the search string in the column of your choice.

Click Go. The search results matching the search string(s) are displayed.

All Requests

Q Go All Business Units 2
2, @ ﬂ| Move to | Link Requests Delete | -- Select Support Rep Iz‘ Assign ij 1-3 25 per page Iz‘ Row Count
|:| 1D Subject Contact Name Business Unit Assigned To Status Date @Eﬂ,
I = I | | -
B = # 3 Unable to fetch mails Adam Smith General Heather Graham - Resolved Jun 3, 2013 12:51 PM
[ & [# 1 Reguest for replacement of battery  Adam Smith General Heather Graham | Closed Jun 3, 2013 12:48 PM
[ & & 2 Iphone replacement request Adam Smith General Heather Graham - Closed Jun 3, 2013 12:49 PM

Note |1, The search would return the results for any of the text fields of the request.

\d
@\ 2. You cannot search for a request based on any of the date fields of the request.
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Customer Portal Settings

To make your customers gain easy access into SupportCenter Plus application you can customize
and design your Customer Portal to suit your needs. Whether its permitting your customers to browse
through solutions or announcements, to customizing the entire portal color, Customer Portal Settings
provides it all.

With Customer Portal Settings under the Admin module, you can transform the entire web portal page
into a flexible and feasible customer portal.

Note

[;\‘ Customer Portal Page can be accessed at http://<server_name>:<port>/portal

There are two blocks which needs to be configured before you achieve your desirable customer
portal.

e Portal Name: The name to be displayed in your customer portal.

e Customize Portal: The contents that needs to be displayed in the portal which includes, the
header, sidebar, content area, and portal options. You can customize the portal color, font
and size accordingly to your choice.

Portal Name

You can specify a Name to appear in the customer portal. Say SCP Customer Service Portal or Acme
Customer Portal. You can also specify the Portal URL for the customer portal.

Customize Portal

You can use this tab to customize the portal content and portal color of your customer portal. The
Customize Portal tab consists of the following sections:

1. Portal Content

2. Portal Color Customization

1. Portal Content

The Portal Content block consists of the Header, Content Area, Sidebar, and Portal Options.
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Header Content Area Zidebar Partal Options
7 Logo Layout Sample
Header

¥ Links add Link Link

Loge 3l harr
SCP Edit | Delste Content area ——

Link Login

¥ Footer add Content o

Subheade

Section Box

Footer

Header: On the header you can display your company logo and specific URLs to the product
or website. Enable the check box beside Logo to display the company logo in the customer
portal. You can also add direct links to your company websites from the portal. Enable the
check box beside Footer to add footer details for the portal.

Content Area: Add links to instantly browse through solutions or a submit a ticket from the
customer portal. You can customize the content area by adding new links or modifying the
existing links. You can also make available all the public announcements, recent solutions
and popular solutions to the customer on selecting the corresponding check boxes.

Sidebar: Sidebar provides options for Login section to customers and also a Registration
option for new customers. You can also provide options if an approval is required for the new
customers from the drop down. Further, a Search Solutions field can be provided to search
for the public solutions and a Sidebar box containing sections. To add sections, click on Add
Section, enter the details and Save.

Portal Options: In the Customer Portal, the following options can be provided to the
customer by enabling the radio button; Show Business Units and Show Products. For non-
logged-in users, enable the radio button to show solutions with All Topics, No Topics or
Select Topic Template from the drop down to be displayed in the customer portal.

2. Portal Color Customization

The Portal Color Customization section consists of five tabs.

Customize the header, content area, sidebar, tabs, and body background with portal color, font and
size according to your choice by clicking the corresponding tabs. The changes made in this section

can be instantly viewed in the Color Scheme Preview section. To preview the entire customer portal
while customizing, click Full Screen Preview.
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To restore to the default color scheme, select Restore Default Color Scheme link. Click Apply
Changes to apply the changes made.

Business Units Enabled

Multiple portals can be added to the application, if you have enabled multi tenancy through Business
Units and if the application has more than one Business Unit. Once the business units are enabled,
you can create a new portal, customize the portal content and portal color, and you can also
Associate Business Units to it.

Associate Business Units

Business Units can be associated to different customer portals configured in the application. This
helps in providing a restrictive access for the contacts at business unit level to access the portal.
When a business unit is associated with the portal, only the solutions and announcements of the
associated business unit will be displayed in the Customer Portal welcome page. While submitting a
ticket using the Customer Portal welcome page, the availability of products and business units also
depends on the associate business unit setting.

Once the contact logs on to the portal, only the business unit to which the contact is associated is
displayed.

For more information on how to customize the portal, refer Customer Portal Settings.
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Home Page

The home page for all users of SupportCenter Plus has various useful information displayed that
enables an administrator, a support rep, or a contact to take necessary action. Based on the login
credentials of the user, the following are available in home page,
1. Dashboard
Log a Call
Add New drop down
Search field
Reminders
Preferences
Feedback
Online Status

© N o gk wDd

Log a Call

Log a Call is an instant mode to create new requests or view existing requests when you are on a call
with the customer. With log a call option, support reps can log requests either by conducting a search
from the existing customers list or by entering the contact details for a first time caller. Click here to
know more.

Add New drop down

The Add New is a quick navigator to instantly access the New Requests, New Reminders, New Task,
New Canned response, New Solution, New Contract, New Account and Contact.

| € add New... ‘|};L| @ LogaCall | | 3%
.@ Request L

Rerminder

Taslk

| Ewvent

Canned Respaonse

=
1
| =

Solution

Contract

oy
=
A
[
L&
fi

Acocount

Contact

Product
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Search field

You can search for Requests, Accounts, Contacts, Solutions and System Log from the home page. If
you wish to search for Zoho Corporations, then select Accounts from the drop down and enter the
keyword as Zoho Corporations. Click Go to redirect the page to the Accounts list view page.

Reminders

Reminders is a substitute for those sticky notes or post-it notes which you use to remember your
tasks for the day. Click here to know more.

Contacts Admin Reports Dashboards

| © Add New... | - | |2LD/QE-W :‘%é 25 Sep 2010 05:2(

& .3 My Reminder(s)

Attend the demo an

! [ (Sep 24 2010 11:00 AM)Y
zof... SR S R
% ¢o Eall Thomas to tSan 27. 2010 03:00.FM)
inguire... R A
+ Add New > Show All 2

Preferences

You can change the language displayed in the application, customize your signature, change your
password and lots more from the Preference link.

Support | Help = | Preferences | @  administrator (Log out)

I -

Feedback

Send a feedback immediately to our support rep from the application. Click here to know how to go
about sending it.
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Support | Help = | Preferences | @ ~ administrator (Log out)

Cnline Help

Feetn] o,

License Info

About Product ... v] | MLlogacall | | %

Online Status

You can select your online status to be shown to other technicians. By default, the status is Online.
You can change the online status either from the Home page or from Settings in the Admin module.

| Help = | Preferences | @ + administrator (Log out)

@ Online

@ Offline @

[ €% add New... v] | M Log a Call |

ErefE
A
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License Expiry Alert

The license expiry alert is displayed just below the header tabs with details such as the number of
days the license is valid, the date by which the license has to be renewed, sales contact email id, link
to apply license and a drop down box to select the number of days after which the reminder is to be

displayed.

v 0\'
| © add New... = | | @LogacCall | | i

[x] Hide

GETITE Requests Solutions Contracts Accounts Contacts Admin  Reports Dashboards

Attention |
our ManageEngine SupportCenter Plus License is about to expire in 24 days.
Renew your License before Sat, 13 Oct 2012

To purchase a new license or to extend evaluation with maore support rep, contact sales@manageengine.com If you have already purchased a new license click here to apply

Remind me again after 1 day 'v| [=].4
1 day +
2 days.
Home - Dashbo
2 weeks
My View | Suppore4esks

Select the number of days after which you want the reminder to be displayed. Click Ok. The license
expiry alert disappears and will be displayed again after the specified time frame.

If you want the reminder to be available each time you login, click on Hide link to temporarily hide the
alert. If you have a license and want to apply it, select click here to apply link. The License Info page
opens. To apply the license, refer Registering SupportCenter Plus.
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Dashboard

The dashboard of SupportCenter Plus login home displays the following tabs,
e My View

e Support Team

My View

My View for a support rep, displays information on summary of the requests assigned to the logged in
user, Tasks assigned to the logged in user and the Announcements published company wide.

Requests Summary

e Request Overdue - number of requests assigned to the logged in support rep that are
overdue.

e Requests Due Today - number of requests assigned to the logged in support rep for that
day.

e Pending Requests - number of requests assigned to the logged in support rep that are
unresolved.

Clicking on each link opens the corresponding list view.

My View Global View | Support Team

Requests Summary

=L Requests Overdu
; Cver due 'iques:s@ 10

Requests Due Today 6
Requests due to be completed today

L Pending Reguests 15
Fending requests
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Requests approaching SLA Violation

The number of requests assigned to the logged in support rep that is approaching SLA violation are
listed along with the time frame.

Requests approaching SLA Yiolation

SLA violates in next

@ 7137 - Unable to restore the bac... g
Business Unit: General | Assigned To: administrator
@ 7138 - Unable to restore the bac... 27 mins
Business Unit: General | Assigned To: administrator
7139 - Unable to restore the bac... .
- :
IFE' Business Unit: General | Assigned To: administrator ZEming
Eﬁ 7140 - Unable to restore the bac... i
27mins

Business Unit: General | Assigned To! administrator

Requests approaching SLA Violation (First Response)

The number of requests assigned to the logged in support rep that is approaching first response time
SLA violation are listed along with the time frame.

Requests approaching SLA Violation (First Response)
SLA violates in next

7137 - Unable to restore the bac...

: P 7mins
Business Unit: General | Assigned To: administrator

Zoho Corporation Pvt. Ltd.

50



ManageEngine SupportCenter Plus - Admin Guide )

Support Team

This tab lists all the support reps with login permissions. If the support rep is logged in to the
application, then the login status would be Online else the login status shows Offline. The log in
status of the support rep is shown based on the Online Status settings in Admin module.

For the contact to view the support teams availability information, People option in Settings under the
Admin module should be enabled. Else the Support Team tab will not be available.

Home - Dashboard
My View  Global View | Support Team

administrator George Mallory

Phone + 1234455 Phene £ 983 788 3471

Email Email : gearge@acme.com

Online Status ; @ - Online bost Onling Status : @ - Online

Change imags Change Image

[ Jake Thomas 2| Marc Anthony

Phone 1 925-852-2564 :1'_-‘?] = Phone 1 925-852-2588

Email : jake@acme.com _\_."‘@1 o Email : marc@acme.com
-~

Online Status ; @ = Online | =078 || Online Status ; @ - Online

Change Image Change Image

Henry William o= | John Mathew

Fhone 1 925-852-2645 ; y 1| Phone : 925-852-2592

Email  henry@acme.com a i Ermiail : john@acme.com
o i 3

Onling Status ; @ - Offline S35 1| Onling Status : @ - Offline

Chanrge Imags Change [mage
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Log a Call

Log a Call is an instant mode to create new requests or view existing requests when you are on a call
with the customer. With log a call option, support reps can conduct a search for existing
Customers/Accounts on entering the contact name, account name, phone and mobile number, job
titte and contract name. Also, if the contact is a first time caller, then you can enter the contact and
request details using log a call for the new user. Click Log a Call button to access this option.

e Search existing customers and log a call

e Log acall for new users

Search existing customers and log a call

When a call is from a known customer whose details are entered in the application, then you can
conduct a quick search using the parameters like contact name, account name, phone and mobile
number, job title and contract name.

Log a Call

Search existing customers and log a call

Acme Search

Find by: Contact Mare, Account name, Contrackt Marmme, Phone, Mabile, Ernail, Job Title

Search results for *acme’

Contacts

ID: 301 Sharon Harper

- Engineer - Acme
Phone: 984-763-7432 | Email: sharon@acme.com Add Request - Wiew Requests
Accounts

ID: 301 - Acmie
Manufacturing - 41
Phone: 983642742 | Email: info@acme.com Add Request - Miew Requests

The result displays the contacts and accounts. Here in the image, Acme is the account and Sharon
Harper is the contact associated to the account. So on conducting a search with the account name,
the account and the contacts associated to the account appears.

You can add new requests by clicking Add Request link. A new request form pops up, in which the

contact name, contact details and account information are pre-filled with the corresponding values. All
you need to do is enter the Request Title and Description. If you require additional details to be
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entered such as category, priority or assign a support rep, click Add More Details link. This takes you
to the New Request form.

Note

/—;%:’?

If you have selected the Add Request link under "Search results for Accounts”, the
contact name and contact details fields are not pre-filled and should be manually
entered by the support rep.

Apart from raising a request for a customer on call, certain contacts call to the support team to inquire
updated on their ticket. With View Request link, you can check all the requests raised by the Contact
or for the Account. The requests can be viewed based on filters, so you will be aware of all the open
and pending requests.

Log a call for new users

If the contact is a first time caller, you can enter the contact name, contact details and the request
details using Log a call for new users option. The contact name, contact details and the account
mentioned in form are automatically updated in the Contacts and Accounts tab. If you require
additional details to be entered such as category, priority or assign a support rep, click Add More
Details link. This takes you to the New Request form. Click Save to save the request.
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My Tasks

You can track tasks assigned to you from My Task block in the home page. The tasks can be added
by you as a personal reminder of the due by tasks or it can be assigned to you by other support reps.

From this block you can also add tasks to other support reps. On adding the task to other support
reps, the task will be listed in their home page and the support rep can view the task on logging in to

the application.

You can also add task for Requests, Contract, Accounts and Contract from the respective module.
Say, for instance, if a ticket raised requires multiple support reps to work, then separate tasks can be
assigned to the support rep. Also, if users under an account require logins, then the task can be

assigned to the account.

Note | 1. My Task views the tasks assigned to the logged in support rep.

@\? 2. You can track all the task assigned to you by other support reps.
3. You can add personal tasks as a reminder of the due by task.

4. You can assign tasks to other support reps.

Add New Task

You can add a new task either from My Tasks block, Add New drop down or from the Activities tab.

1. From My Tasks block in the home page, select Add New

g Add New

button. [OR]

Alternatively, you can also add a task from Add New drop down in the home page.

Q-|

|_6 add Mew... ml |_@_ Log a ':_E;Fl |§I_:15_

Request i

5

A% Reminder

B Task

m Event

“ Canned Response
E Solution

ﬁ Contract
Account

Contact

Froduct
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2. Inthe New Task form, specify the Title of the task. The Title is a mandatory field.
3. Ifthe task is associated to a request, account, contact or contract, then select the same from
the Associate to drop down. Also, you can associated it to a specific request, account,

contact or contract using the search icon Q.

Note: If you are adding the task from the Request, Account, Contact or Contract details page,
then the Associate to option is selected automatically.

4. Select the Start Date of the task from the calendar icon =l Also, select the Start Time from
the drop down.

5. Select the Due Date of the task from the calendar icon
the drop down.

6. For repetitive tasks, select the duration as Daily, Weekly, Monthly or Yearly from the
Repeat Task drop down.

:|. Also, select the Due Time from

Repeat Task

The repeat options for the selected duration is displayed below the Repeat Task drop down.
The repeat options varies for each duration. For example, if the duration selected is Daily,
then the repeat options will be, repeat task for every particular number of days or every
weekday.

Repeat Task Daily w

'@'Repeat Every |1 day(s) until one of the following happens :

&, Every weekday

&) Mo end date

O Ends after [1 time(s)

(' Ends on |18-03-2011

Select the option as required. If the task has an end date, select the date using the calendar

i Else, enter the number of times after which the task ends in the text field.
7. If the task is non-repetitive, select Never from Repeat Every drop down.
8. To assign the task, select the support rep from Assign to drop down. Next, select the
Priority and Status of the task from the respective drop down.
9. Enter the content of the task in the Description field.
10. You can be reminded of the task by selecting the number of days/hours from Remind me
before drop down. You will be reminded of the task based on the schedule start time.
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11. Click Add. The task is added and listed with the already existing tasks in ascending order

based on date and time.

If you have enabled "Send Email when atask is assigned to a support rep" under Notification
Rules, then an email notification is sent to the support rep assigned to the task as shown below,

Dear Jake Thormas,

Task details are

Title : Assign Logins to contacts
fssociated to : Request

Start date :11-Mow-2010 11:00

Dwue by date : 13-Dec-2010 19:00
Created By @ administrator
Description ¢ Assign logins to the contact - Sharon Harper

Click for details ;| http:/flocalhost: 3080/ A ckivity . dofrod=viewTask&activityId=2

Regards
adrministratar

Clicking on the link in the email leads to the SupportCenter Plus login page, where on entering the
login credentials, the support rep can get started with the task. To know more on the operations
performed on Tasks, refer the Activities.
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Publishing Announcements

You can publish announcements as public (to all contacts) or only to the support reps. The
announcement board is available in the login home where the recent announcements is displayed.

Announcements

A demo for softcecl

demo for

HiEw
- oftcec|

=

« A webinar to be conducted for eServer Chennai

A { T R I PECIECN e o i PN g WAL Oy
A webinar to be conducted for eServer Chennai

Nortel network will be down due to maintenance from 2
PMto 4 PMon 15-09-2009

e
Mortel network: will be down due to maintenanc

m
=
o
3
:]
Pd
o
3

PM on 15-09- 2

g Add New Show All

The icons beside the announcements in the home page depicts whether the announcement is public,
private or a new announcement.

-
Announcement made public i.e., announcements visible to all contacts on log in.

-
£ Announcements published only to support reps.

L Newly added announcement which is published only to support reps.

i
= Newly added company wide announcements.
Add New Announcement

To add a new announcement,
1. From the announcement block in the home page, click on Add New button.
2. Specify the Announcement Title. This can be a short statement describing the
announcement. It is a mandatory field.
3. Enter the detailed content of the announcement in Announcement Content field.

Say, if there is a webinar conducted for eServer from 4 PM to 6 PM on the 26-09-2009 at
Conference Room I, then the Announcement title can be "Webinar conducted for eServer"
and the details like the date and venue can be specified as the Announcement Content.

4. Selectthe To date from the &:: calender icon. You can also select the Time for the selected
date from this calender icon. By default, From contains the date and time when the
announcement was created.
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Note: To show the announcement forever, leave the To field blank.
5. To publish this announcement only to the support reps, select Show this announcement
only to Support reps check box. The announcement will not be visible to the contacts.

6. You can also send the announcement as email to support reps or contacts on selecting the
check box beside Send this announcement as email.

Enter the To mail address. If you wish to send the same information to more than one person,
enter the email Ids of those people in the CC field separated by comma. If you do not wish to
disclose the recipients of the information, enter the email ids of those people in BCC field
separated by comma.

The announcement is sent as email to the concern people and the announcement is added
as Public in the home page.
7. Click Save.
The announcement is added and a pop up window appears displaying the announcement details.
From this window, you can Edit, Delete and navigate Previous and Next to other announcements.
Using this navigation options you can view the announcements without closing the pop up window.

Manage Announcements

To view all the announcements added in the application,
1. From the announcement block in the home page, click on Show All button. The Manage
Announcements page opens as show,

Home > Manage Announcements

Manage Announcements

Filter Shawing AL, ¥ Showing 1- & of & Show |8 v|per page

All

New Announce
—————— | To be shown

"] Title LAlready Shown Shown To Date From Date To

[ @ A webinar to be conducted for eServer Chennai E Everyone Sep 14, 2009 03:20 PMView forever

[] & Acme helpdesk upgrade t Everyone Sep 14, 2009 03:00 PMSep 15, 2009 03:00 FM
[ @ Nortel network will be down due to maintenance fro... E Everyone Sep 14, 2009 02:53 PM Sep 24, 2009 02:54 PM
[J] & A webhinar to be conducted for eServer Chennai ‘E, Support RepSep 14, 2009 11:41 AMView forever

[ & Ademo for softcecl E Everyone Sep 14, 2009 11:33 AMSep 29, 2009 11:33 AM

¥ A webinar to be conducted for eServer Chennai Everyone ep 9, : ep 16, ;

I:‘ @’ A b to b ducted £ S Ch T ryi Sep 9, 2009 02:34 PM S 16, 2009 02:34 PM
[] & Nortel network will be down due to maintenance fro... '@. Support RepSep 9, 2009 02:32 PM Sep 22, 2009 02:33 PM
[0 @ A demo for softcec q.@, Support RepSep 1, 2009 02:35 PM Sep 10, 2009 02:36 FM

2. By default, all the announcements are shown. You can select the announcements to
displayed in the column view from Filtering Showing combo box. You can view
announcements that is Currently Shown or announcements that is To be shown in the
home page or announcement that is Already displayed.
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Note | delete announcements.

/—""’? 2. To view the details of a announcement click on the title of the announcement either
[i\k from the announcement block or from manage announcements page.

3. Contacts can view only the current announcements.

1. From this page, you can add a new announcement, edit a announcement and bulk

Edit an Announcement

You can edit an announcement either from the manage announcements page or while viewing the
announcement detail. To edit an announcement from the announcement pop up,
1. Select the Title of the announcement you wish to edit from Manage Announcements page.
The details of the announcement opens in a pop up window.
2. Click on Edit button.
3. From the edit announcement pop up, make the changes and click Save. If you do not want to
make any changes, click Cancel.

Deleting Announcements

To delete a announcement,
1. From the home page, click on the Title of the announcement to be deleted. The
announcement details page pop ups.
2. Click on Delete button. A confirmation dialog appears.
3. Click Ok to proceed with the delete operation. The announcement is deleted from the list.
Alternatively for bulk deletion of announcements,
1. From the home page, click on Show All button in the announcement block. The Manage
Announcement page opens.
2. Select the announcement to be deleted by enabling the check boxes.
3. Click Delete button. A confirmation dialog box appears.
4. Click Ok to proceed. The announcement is deleted from the list.
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Notifications

In addition to email and SMS notifications, the Support Reps can also be notified about the request
update through notification icon on the header pane. Once the Support Rep logs into SupportCenter
Plus, he/she would see the request updates in the Notifications pop up. The following request
activities which involve Support Rep participation are notified in the Notifications pop up. The
notifications will be displayed, whenever a

e request is assigned to Support Rep
e contact replied to a request

e request submitted for approval

e task is assigned to Support Rep

e note is added to the request

e request is approved or rejected.

Notifications appear in the top right corner of the header pane beside the Add New drop down. When
a new notification is received, a red bubble will appear with the number of new notifications over the
notification icon. For example, when a contact replies to the request, you will see the count above
the notification icon. Click on the icon to view notification. All recent notifications will be displayed first
based on the time in the Notifications pop up.

B [(©AddNew... |~ (@ Logacal | (]

View Notifications

To view support rep notifications,
1. Click on notification icon to open Notifications pop up.
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S C—

A | ©OAddNew.. ~| | @Llogacal | | 2] |

Motifications

+! Request #6614589 assigned to you
[oday, 445

» 57 Contact has Replied to Request #231

re loday, 4:25

ol

MNote added to Request #6532289

s [ loday, 3.23
du
. ~:: Approval required for Request #1234
R loday, 3:20 Ph
=q1
Task #232 assigned to you
acl

2. You can view the notifications and if you would like to take necessary action on the
notification, you can click the required notifications link. Clicking on the link will take you to the
corresponding details page.

Note
7 1. If any of the natified activity (request, task or note) is deleted, the notification

will still remain in the Notifications pop up and will not be deleted.

2. Natifications will be deleted once in every 7 days.
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Reminders

Reminders is a substitute for those sticky notes or post-it notes which your use to remember your
tasks for the day. You can also add reminders from the Request module to close certain requests or
the pending tasks specified for a request can be added as a reminder.

Add New Reminder

To add new tasks to your reminders list,

1. Click on Reminders link to open My Reminders pop up.

Contacts Admin Reports

Dashboards

a

Go

& '3 - My Reminder(s)

Attend the demo on

= .
sof...

o Call Thomas to
inguire...
+ Add New

| © Add New...

vllzt/mw—l%é
a8

= Show All

25 Sep 2010 05:2(
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Alternatively, you can reminders from Add New drop down list in the home page.

| € add New... ‘|}l| @ Log acCall | | 3
T,

.@ Request

X Reminder

E Task

m Event

% Canned Response
E Solution

ﬁ Contract

Acocount

E‘, Contact
¥n Product

2. Click +Add New link from My Reminder pop up. The Reminders page opens as shown,

Reminder
Attend the dema on softcel i Date
Time
Remind
[ me 1 hr W
| befare

Add Cancel |

3. Specify the summary in the provided text field. Say, you want a reminder to attend a demo on
Softcel.

4. Select the Date and Time for the reminder. The date field is set to today's date and the time
is set by default as 11:00 AM. Change the date and time settings.

To change the date, select the calender icon::land choose the date of your choice. From the
time drop down box, choose the time at which the task is scheduled.

5. Select the reminder duration say before 1 hr or 2 hr from the Remind me before combo box.
By default the message would be Never.

6. Click Add. The new reminder is added along with the list of already existing reminders in the

ascending order based on date and time.
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Viewing all Reminders

You can view all the open and completed reminders along with the reminder details such as
Reminder Date and Module. The Link is specified only if the reminder is added from the request

module.

1. Click on Reminders link.

2. From My Reminders pop up, select >Show All link. By default, you can view All the
reminders from this page.

3. If you wish to view all the open reminders alone then select Open option from Showing drop
down box.

Home > Showing All Reminder

Showing '..AII V | 1-3of3 10 per page (%
MNew Reminder Delete | Change Reminder State To : | Select *|| Change
[0 reminder Summary Reminder Date Module Link q
[ call Andrew to inguire on the wehinar Sep 10, 2009 03:00 PM General
[] attend the demo on softcel Sep 11, 2009 01:00 PM General

[] RequestID : 11 Subiect : dailv check on server Business Unit : General Contact : preethi Sep 14, 2009 11:00 AM Request Reguest Id : 11

Note

/—“;I’;:’?

1. From this page, you can Add New Reminder, Delete bulk reminders and Change
the status of a reminder.

2. If areminder is added from the request module then a link to the request with its
request Id is provided from this page.

3. You can show your reminders to Contacts on enabling the option under Setting in
the Admin module.

Change the Reminder status

Once you have completed the task, you can change the reminder state to complete.

1. Click on Reminders link to open My Reminders pop up.

2. Select the radio button ‘*' beside the completed task. The strike off task will be arranged in
descending order.
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= My Reminder(s)

w3

Attend the demo on
zof...

-4 BT Sy U A L [ AT T e 1L £ LD S

|Change Reminder status to Complete / Incomplete

X

+ Add New = Show All

Alternatively,
1. Click on Reminders link.
2. From My Reminders pop up, select >Show All link. By default, you can view All the
reminders from this page.
3. Select the check box beside the Reminder Summary for which you wish to change the state.
4. Select the state from Change Reminder State To drop down list. Select Complete.
5. Click on Change button. To indicate the change, the task is striked off.

Deleting Reminders

To delete a reminder,
1. Click on Reminders link to open My Reminders pop up.

2. Select Delete radio button *' beside the reminders you wish to delete. The reminder is
deleted from the list.
To delete bulk reminders,

1. Click on Reminders link.

2. From My Reminders pop up, select >Show All link. By default, you can view All the
reminders from this page.

3. Select the check box beside the Reminder Summary you wish to delete.
4. Click Delete button. A confirmation message appears on delete operation appears.
5. Click Ok to proceed. The reminder is deleted from the list.

The advantage of moving the task to completed state instead of deleting is that, you can revert the
state of the task to Open and edit the attributes. But once the task is deleted, it is completely removed
from the application and cannot be retrieved.
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Preferences

You can customize your personalization such as the language to be displayed, time zone, signature
attested to all your replies via email and so on. Apart from this, you can also change your login
password and organize tabs on the main menu.

1. Click on Help link. Select Feedback from the list of options.

Support | Help » | Preferences | @ « administrator (Log out)

N -

2. The Preference page opens to display the Personalize and Change Password tab. By
default, the Personalize tab is displayed.

Personalize

The Personalize tab consists of display language, time zone, date format, time format and email
signature.
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Preferences

Personalize ' Change Password | Organize Tabs

Display Language

Choose languagse | Browser de‘e_lult EZ[
Time Zone
Select Time Zone | (GMT+5:30) India Daylight Time(Asia/Calcutta) [=]

Date Format

Set Date Format [ 02 Aug, 2011 [=
Time Format

Set Time Format [ Tue, Aug 2 15:25:42 GMT+05:30 3= |
Email Signature

B Z Uk ¥ Ad%RINE=E=S

i
111
M
[11
[1edl
1
|
1

HTHL ey |
% o CoRh-

+ Plain Text

Shawn Adams
Senior Technician

Acme Corporations

Save

e Display Language
Select the default language to be displayed in the application from Choose Language drop
down list. All the data will be displayed in the language selected by you.

e Time Zone
Select the time zone according to the site where the server is installed. The date and time will
be set with respect to the time zone.

e Date/Time Format
Select the format of the date such as, 2009.09.10, from the Set Date Format drop down box.
Similarly, you can also set the time format from the Set Time Format drop down box. The
selected date and time format will be displayed where ever the date/time is mentioned.

Say, while creating a new request, the request created on and due by time will be displayed in

the selected date and time format. The date and time is set accordingly to the selected time
zone. The same can be viewed under Solution and Purchase modules.
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e Email Signature
You can personalize your signature while replying to mails on entering your signature in the
text provided. Click Save.

Change Password

To change your password,

Click on Change Password tab.

Enter the Current Password in the field.

Next, enter your New Password.

Re-enter the new password in Confirm New Password field.

Click Save. Your login password has been changed and will be taken into effect when u log
out and log into the application.

a s~ whPE

The Prefe

Organize Tabs

Tabs are used to quickly access the pages that are important to you. SupportCenter Plus enables you
to organize the default tabs setup by the administrator. To personalize SupportCenter Plus, you can
add and remove tabs, or reorder them. The changes you made to the tabs are not affected for other
users.

Maximum nine tabs can exists on the header pane. The remaining enabled tabs will be available

under the More Tabs u drop down. You can select a tab from the More Tabs drop down to
instantly add it on the header pane and the selected tab is replaced with the last existing tab. Click
Preferences --> Organize Tabs to organize your tab view on the main menu. You can also click
More Tabs drop down to Organize Tabs.

NOTE:
1. The Home tab cannot be reordered or removed from the main menu.

2. The More Tabs drop down will be available only when more than nine tabs are enabled.

Add Tab
To add a tab:

1. Click the Preferences link. The Preferences Page opens.

2. Click Organize Tabs which displays both the Enabled and Disabled Tabs.
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Preferences

Personalize | Change Password | Organize Tabs

Organize Tabs

Enabled Tabs 7 Help

Home Organizing Tabs

Click & drag tab names on the left to

Requests Hide recrder them.
. If & user has access to more than 9
Solutions Hide : :
tabs, the first 9 will be placaed on the
Contacts Hide header pane and the rest would be

available in the header drop-down.
Admin Hide Pleaze also note that the Home Tab

will always appear as the first tab

Reports Hide and it cannot be hidden or reordered
Dashboards Hide
Products Hide
Accounts Hide
Contracts Hide

Disabled Tabs

Activities Show

Timesheets Show

Save

3. To add atab click Enable link beside the tab in the Disable Tabs block. The tab is
added under the Enabled Tabs block.

4. Click Save. The enabled tabs are displayed on the header pane of the application. If
more than nine tabs are enabled, the remaining tabs will be available in the More
Tabs drop down, from where you can instantly add tabs on the header pane.

5. Click More Tabs n drop down.

6. Select the tab from the drop down which you want to add it on the header pane. The
selected tab is added on the header pane replacing the last existing tab.

Remove Tabs
To remove a tab:

1. Click the Preferences link. The Preferences Page opens.
2. Click Organize Tabs which displays both the Enabled and Disabled Tabs.

3. Toremove atab click Disable link beside the tab in the Enabled Tabs block. The tab
is removed and shown under the Disabled Tabs block.

4. Click Save. The disabled tabs are removed from the header pane of the application.
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Reorder Tabs
To reorder tabs:

1. Click the Preferences link. The Preferences Page opens.
2. Click Organize Tabs which displays both the Enabled and Disabled Tabs.

3. Add the tabs by clicking Enable link, the tabs are added under the Enabled Tabs
block.

4. To reorder the tabs in the Enabled Tabs block, hover the mouse over the tab which
you like to reorder.

5. The reorder icon T appears beside the tab, click and drag the tab and place it in the
desired position over an empty cell as shown in the image.

Note: The field can be placed only in the highlighted grey area.
6. To reorder more tabs, repeat steps 4 and 5.

7. Click Save. The tabs are reordered and displayed on the header pane.
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Feedback

You can send a feedback regarding the product instantly to our support team. To send a feedback,
1. Click on Help link. Select Feedback from the list of options.

| Help = | Preferences | @ » administrator (Log out)

Support
Online Help

o
License Info

About Product .. . v] | M LogaCall |

A
ar =

2. Inthe Feedback pop up, the To address is our support mail id and is in non-editable format.
3. Specify Your Name, Your Email Id, the Subject and Message mail content in the respective

fields.
4. Click on Submit button.
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Helpdesk Support Reps receive requests from a variety of sources; email, phone calls, forums, web
portal, from various regions across the globe. Tracking, prioritizing and resolving these requests can
become a nightmare without a central point of reference for all requests.

Requests Module in ManageEngine SupportCenter Plus helps you to manage and track all the
requests raised from your customer, their information and the support service offered to them. You
can track all the overdue requests that requires immediate attention, thus improving the response time
and resolution time of your support team.

Overview of Request Workflow
e Users raise requests into SupportCenter Plus application.
e Check Business Rules
e Assign Support Reps
e Set Due by time based on Service Level Agreement
e Support Reps respond to contacts
e Customer acknowledgement for the provided resolution

e Close the request

Modes of Creating Requests

SupportCenter Plus provides 4 simple ways of creating a request.
1. Phone - The ticket can be created by the Support Staff

2. Email - Automatic Conversion of Emails to Tickets

3. Forums - SupportCenter Plus can be integrated with phpBB forums and forum posts can be
automatically converted to tickets [Refer Forum Integration to configure phpBB forums to work
with SupportCenter]

4. Self-Service Portal - Ticket submission thorough integrated web forms and customer self-

service Portal.
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SupportCenter Plus Workflow Overview

3rd Party Apps Microsoft Qutlook

BB

Customer u" Web Portal Account & Contact
_'_ ] Management
>4 E-mail o Ticket o Check

=l &7 Phone - e duas L ™ AR verity
E  Twitter Customer Contract
g [SLA}
ol Custom Forms & API
Reports
7 for Analysis \ =
I \ A
ull \ '
Customer fesdback L Knowledge
Survey Base
,\?Rﬂunt g “K/'
b Closed Support
F"/ Representatives
Customer entérs
Balling

w Customer Eﬂaspond to u/

acknowledges Contact
the reselution *— with Solution

Support Rep - Customer Interactions
4

Automatic Conversion of Email into Ticket

From the above mentioned modes, email is the most common mode to raise requests into the
application. As soon as the contact sends an email, SupportCenter Plus effectively fetches mails from
the mail server at regular intervals and routes the requests to the respective Business Units based on
the configured email ID.
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Customers sends email requests Organization Mail Server

copy of the emails Falls into the Other Mailbox Accounts
Support Ernail Account

-
&b . .. .. oceper@ameitcom
Y = _
“_, ACME Support Email Account
= Received here
o L ey suppottidacme-telacorn,.cormn, - S
“ Fetch rnails
petiadically
SupportCenter Plus
Canfigure |
incorning
ernail 10
Confi I ing Email IDs in § tCenter Pl l
onl |gurfz ncm.mng |T13| 5 in SupportCenter Plus L
far respective Business Lnits
suppart@acme-it. cam e ACME Businass Units
supporbi@acrme-rekail, com <3 Aeme Retail ]

support@acrne-telecamn.com -+ ACME Telecom | | |

g g @

v Requests routed to
respective Business Units

Once the request is routed to the respective Business Unit, SupportCenter Plus checks and applies
the corresponding Business Rules for these requests.

Business rules are pre defined custom rules that help in automating requests to appropriate category,
groups or support reps. Whether its placing the request to particular groups or setting the priority of
the request, Business Rules enables you to organize all your incoming requests. Further, you can
also enable Notification to your support reps either through mail or SMS when a new request is

created or assigned.

If you have enabled notifications to be sent to contact under Notification Rules, the contact will
receive an email notification once the request is fetched into SupportCenter Plus.

Setting the due by time
The services offered is based on the Contracts and Support Plan associated to the customer's
account through which the Service Level Agreement is determined and the due by time for the

request is applied.

The work flow explains the application of due by time based on contracts.
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Identify Customer 7
I= the customer and his : ‘
company available inthe lasatify active Cantract Support Plan
Contact database? Yes > Finds the Support
Step: 1 Plan fram the Yes ) sia
Firdirg the Account/product conf roct Contract
illl’ .4 PRI Does the Suppor
: Step: i
Customer sends | i Y Eroduct Firdisg the Azcount bosed contract Plan have assosiated
Request | Does the customer Request JoLASE
I pertain to any product? [
|
Yes
-
No

» Uses the Default
Support Plan

Support Reps can pick requests that are left unassigned or can assign the requests to other support
reps and groups. You can enter resolution or search for solutions from the Knowledge base module.

Closing Requests

Once the customer has acknowledged the resolution, he undergoes the billing process. Support Reps
can then change the status of the request to closed. You can configure survey to rate your customer
satisfaction on various parameter that you would like to measure about the support rep and the
response quality.

If the customer replies back to the closed request, the status of the request is automatically set as
Open and the due by time is applied again.
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Request List View

The request list view page organizes and displays all the tickets raised into SupportCenter Plus. This
page includes various useful functionality such as,

option to view requests based on filters

customize columns to be displayed in the list view
set the number of requests to be displayed per page
search for requests on entering the request ID

view recent items

import requests from XLS file

perform major operations on requests from the list view page.

On clicking the Request tab in the header pane, the page redirects to the request list view page.

All Requests
Q Go

2 | Q, Eﬂ,| Mew Request ‘ Edit | Close | Mare~ -- Select Support Rep E‘ Assign C |~ 1-14 25 per page lz‘ Row Count

1 1D Subject Contact Name Assigned To Dueby Time Status Date Q B
= = [# 72 Printer problem Adam Smith Jennifer Doe Jan 18, 2013 02:17 PM p-Closed  Jan 18, 2013 12:17 PM

B R @ [} P 74 Mail fetching problem Adam Smith John Roberts Jan 18, 2013 01:44 PM > Open Jan 18, 2013 12:44 PM

B =FA & 70 Uparade check Mark John Roberts Jan 18, 2013 02:10 PM p-Open  Jan 18, 2013 12:10 PM

B . & 71 Software Installation Mark Anthony Jennifer Doe Jan 18, 2013 02:16 PM = Open Jan 18, 2013 12:16 PM

Representation of Icon in the list view:

[F - A note is added to the request.
' No reply is sent nor received for the request.
3 - Reply generated by the system.
Ea-A reply has been sent by the support rep to the contact.
3. A reply has been sent by the contact.
E2 - The mail has been forwarded to a support rep.
2. Unapproved contact.
P _ Resolution time for the request is overdue
- First Response time is overdue

. Both Response time and Resolution time are overdue
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o [ _Editindividual requests.

o (- Request has attachments

. Q. Search for requests on entering the request id, subject, requesters name and so on.
o [ select the columns to be displayed in the list view.

. - The request is not linked with any other request

e &- Reference Request

o & Linked Request

From the request list view page you can:
1. Refresh this page: Set the time frame to refresh the page from every minute to 30 minutes.
On setting the refresh time in the application, the page gets refreshed automatically for the
specified time frame. By default, the value is set to Never.

To auto refresh list view page,

1. Click the drop down icon j beside the refresh button.

2. From the drop down list select the frequency of refreshing the page.

Accign Q|- | 1-3
) Group Refresh this page Status
v MNewver
E = Op
Every 1 Minutes
- ) Opy
Every 2 Minutes l{b P
- Ewvery 3 Minutes P Op

Every 5 Minutes

Every 10 Minutes
Every 15 Minutes
Every 20 Minutes

Every 30 Minutes

C

To refresh the request list section alone, you can click the refresh button 4

2. Search Request: Search for requests instantly on entering the Request ID.
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All Requests
Q, Go
oQ Ei| New Request ‘ Edit | Close | More = | -- Select Support Rep E‘ ﬂ
[ 1D Subject Contact Name Assigned To
] = I R 12 Battery replacement request Sharon Heather Graham
= R & Reguest for replacement of batte Sharon Harper Shawn Adams

3. Set the number of requests per page and navigation buttons: You can set the number of
requests to be displayed in the request list view page.

(G- 1-3 25 per page IE' Row Count
10 per page
Dueby Time Statis oc per page P

Apr 2, 2013 04:09 PM = Op 02:09 PM

100 per page h‘

Apr 2, 2013 12:50 PM B Open  Apr 2, 2013 10:50 AM

Apr2,2013 12:51 PM = Open  Apr 2, 2013 10:51 AM

4. Custom and Manage the Views: Customize the page to display the requests using Custom
View option. You can create criteria to filter requests accumulated in the request list view
page. Thus sorting and viewing requests based on your requirements. You can create,
reorder, and manage the custom views. The custom views created can be made public or
private. [Refer Custom Views to know more]

5. Request based on filters: View specific group of requests through pre defined filters.

6. Recent Items: While using ManageEngine SupportCenter Plus, the application tracks your
last viewed items and lists them in the Recent Items block. It lists the last 10 items with the
latest viewed item appearing on the top of the list. Clicking on the item takes you directly to
the item's details.

7. View and Add Notes to a request: Select on the notes icon to view and add notes to a

request instantly from the list view page. Public notes are marked as [ , Whereas private
notes are marked in B, [Refer Notes for more information].
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E

[7 administrator =20 o0 20 Sep 2000
While merging requests from the list view, the
older request is taken as the parent
request and the new reguest is the child request.

[F administrator ==

While merging requests from the list view, the
older reguest is taken as the parent 5

raniiart mmd tha nawr rannact ie tha Ahild rannact

|unable to reach the customer. Will call him
| tomorrow.

[] show this notes to Contact also
[ E-mail the support rep for notes addition

Save | Cancel |

8. New Request: Create new requests on specifying the detail information of the request such
as, request type, priority, urgency, group, category, sub category and items. [Refer New
Request to know more].

9. Import Requests from XLS file: Quick and easy to import requests from the existing

application as well as from other applications.
10. Bulk Operation:

e Edit Request: Bulk edit requests with similar information. [To know more, refer
Editing Request].

o Delete Request: Bulk delete requests. [To know more, refer Deleting Request].

e Close Request: Bulk Close of all the completed requests. [To know more, refer
Closing Request].

e Merge Requests: Merge two or more similar request. While merging requests, the
newly added requests are taken as the child request while the older request is the
parent request. [To know more, refer Merging Request].

e Assign To: Assign bulk requests to support reps. [To know more, refer
Assigning/Unassigning Support Reps].
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Requests based on Filters

You can view requests based on filters from the request list view page. In addition, you can also
create new filters using the Custom View option to place requests in specific groups. There are some
predefined filters in SupportCenter Plus, as shown,

Home Activities RELUIAEE Solutions Contracts Accounts Contacts Admin Reports Dashboards

ST foe All Requests

Requests :Q || Search | Go to I

» My Open Or Unassigned _

S B 7) | Q Eﬂ,| Mew Request | Edit | Close | More= | -- Select
» My Open Requests |:| ID Subject Status
#» My Reguests On Hold [ 43 [# = [[J AC not working properly Open
#» My Overdue Reguests \ [ 4c [# 2 [[J problem with the software Closed
#» My Pending Requests % [[] 52 4 52 * Replace batterv request Cpen
@ My Requests Due Today ] as [# 54 Y system crashed Cpen
#» My Completed Requests ] 49 [# [ |7 cannotrestore the backup data... Open
¥ Open Requests [] as [# [ | Very importand and critical Open
#» Reguests On Held = [ a7 [# = |7 problem with the laptop Open
» Overdue Requests = ] 45 [# = |} My Laptop is not working Open
#» Reqguests Due Today [C] 24 [# B [ dailv check on server Cpen
#» Pending Requests [ 42 [# E1 [} problem with the software Cpen
= Completed Requests [ a2z [# * yirus scanner updation Cpen
= All Requests [] 32 & B4 problem with the software Cpen

[] 33 [# [ | problem with the software Cpen

e My Open or Unassigned Requests
All your open requests and the requests unassigned to the support reps are listed under this
option. These requests are in bold font.

e Unassigned Requests
Lists all the requests that is not assigned to any support rep.

e My Open Requests
Lists all the request that are assigned to you in the open status.

e My Requests On Hold
Lists all the requests assigned to you which is kept on hold.

¢ My Overdue Requests
Displays requests assigned to you that has exceeded the due by time.
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My Pending Requests
Lists all your unfinished and incomplete requests.

My Requests Due Today
Displays all requests assigned to you that are due for the current day.

My Completed Requests
All requests assigned to you that are completed and closed.

If the support rep has permission to view 'All' or "All in group & assigned to him" the requests raised in
SupportCenter Plus then the following options is available to the support rep.

Open Requests
Lists all the open requests, irrespective of the support rep.

Requests On Hold
All the requests that are kept on hold, irrespective of the support rep is listed under this
option.

Overdue Requests
Displays all the requests that have exceeded the due by time irrespective of the support rep.

Requests Due Today
Lists all the requests that are due for the day irrelevant of the support rep.

Pending Requests
Lists all the unfinished requests irrelevant of the support rep.

Completed Requests
Displays all the closed requests irrelevant of the support rep.

All Requests
Lists all requests on all status say closed, pending, open and so on.

Archived Requests
Lists all requests that are moved to archived state.
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Custom Views

You can create your own customized page to display requests using Custom View option. You can
specify the criteria to filter the requests accumulated in your requests list view page. Thus helping you
to sort and view requests based on your requirement.

e Create Custom View
e Reorder Views

e Manage Views

Creating Custom View

If you want to view all the "High" priority requests in the application through Custom View.
1. Click Request tab in the header pane to open the request list view page.

2. Click ¥~ in the Views section and select Add Custom View from the drop-down list.
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Home Activities Requests Solutions Contracts Accounts Contacts

Regquests > All Requests

¥ Yiews TE~
Re s Add Custorn Wiew All RE{'“EE"E
N )
» Tl Reorder Wiews
. ] |<1| | =Zearch |
» |y = Manage Custom Views
*» My Cpen Reguests 7 Q Eﬂ,| Mew Request | Edit | Close
¥» My Requests On Hold
it ] Subject
» My Owerdue Requests | N -
_ : ([ &2 [# can not restore the backup dat,
» My Pending Requests =
B [0 [# probl ith the soft
» My Requests Due Today [ (4 Problem wi = sobnare
1] B [0 [# aC not working properly

» My Resolved Requests

» My Completed Reguests

» (pen Requests

¥» Requests On Hold
» Overdue Requests
» Requests Due Today
» Pending Requests

» Resolved Requests

In the Add Custom View page, specify a View Name like "High Priority" requests. This field is
mandatory.

If you are the administrator and want this custom view to be available only when you log in,
select the check box beside Make this view as private custom view. The custom view is
made private. By default, the custom view for an administrator is public.

If you are a support rep without administrator login privilege then by default the created
custom view is private. The option to "Make this view as private custom view" is not available.
In the Advance Filtering block, select the criteria to be filtered from Column drop down
along with its matching Criteria. For instance, select "Priority" from Column drop down and
"is" from criteria.

Click on Choose button.

From Select Column Data pop up choose your option as "High". You can select options
based on your selected column and criteria.

Click Add to Filter button to save the filter criteria details. The filter criteria is listed in Filter
Set block.

If you wish to add more filter conditions to this view then, select the required column, criteria &
conditions of the filter.
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10. If there are more than two criteria, specify AND or OR conditions by enabling either of the two
radio buttons.
11. Click Save. Click Save and Add New to save and add another custom view.
The Custom View is now displayed under Views in the request list view page. The custom view
marked as private is listed under My Views and the public custom view is displayed along with the
predefined filters.

¥ Yiews E+ 2

S0 UlNd==1glien ReEUuESL:

¥» My Open Reguests

» My Requests On Hold

¥» My Overdus Requests
#» My Pending Requests

#» My Requests Due Today
» My Completed Requests
¥» (Open Requests

¥ HReguests On Hold

¥» COverdue Reguests

¥» Requests Due Today

¥» Pending Requests

¥» Completed Regquests

#» All Requests

» High Priority

My View

¥» Low Priority "

Reorder Views

Reorder feature allows to set the order of view preferred in the Views section. The reorder feature in
Request Module allows you to set the order of request views.

To reorder the request view:

1. Click Requests tab in the header pane to open the request list view page.

2. Click ¥~ in the Views section and select Reorder Views from the drop-down list. The
Reorder Views pop up window is displayed.
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E

Completed Requests

My Cormpleted Requests
Pending Requests

My Pending Requests
All Reguests

My Requests Due Today
My Open Or Unassigned
Requests On Hold il
My Regquests On Hold s
Open Requests _I
My Open Requests

Overdue Requests

Requests Due Today

My Owverdue Reguests

Resolved Requests

My Resolved Requests
L

IREEEEREMEAENEEEEEEREE

e mmmimmm A Plmmiam - +-

Save | Cancel |

3. Select a view which you wish to reorder. Say, 'My Pending Requests' and click il to move
the view upward or click il to move the view downward.

4. Click Save. The selected view is reordered.

Manage Custom Views

You can view all your customized view under Manage Custom Views. From this page you can add,
edit and delete a custom view.
1. Click Request tab in the header pane to open the request list view page.

2. Click ¥~ in the Views section and select Manage Custom View from the drop-down list.
The Custom View page opens listing all the created custom views.

e - indicates the custom view is public and can be viewed by all users.

e - indicates the custom view is private and can be viewed only by the creator of the
custom view.
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Reguests » Custom Views

Custom Views

Mew Custom View | Delete
] Filter Name Created By
[] [# & High Priority administrator
O Z % [T Views administratar
O] [ T8 My View administrator
Note

7 1.If you are the administrator then you can view all your customized private and

public views.

2. If you are a support rep then you can add only private custom views.

Edit Custom Views

To edit a custom view,
1. Click the edit icon beside the filter name you wish to edit.
2. From Edit Custom View page, edit the details.
3. Click Save. You can also add a new custom view by clicking Save and Add New button.

Delete Custom Views

To delete custom views,
1. Select the check box beside the custom views to be deleted. The administrator has the
privilege to create and delete public views.
2. Click Delete button. A pop up window confirming the delete operation appears.
3. Click Ok to proceed. The Custom View is deleted from the list.
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Customizing Requests List View

ManageEngine SupportCenter Plus gives you an option to customize the request list view page by

including columns of your choice.

To customize columns displayed in the list view,

1. Click on the Request tab in the header pane to open the request list view page.

2. Click on Column Chooser icon B&. The available columns that can be displayed in the list
view pops up. The columns that are currently visible in the list view is indicated with selected

check box.
All Requests
[_G. | Search | Go to iRequest D » | Refresh this page MNever =
@ Q Ei_| New Request | Edit | Close | Maore~ | -- Select Support Rep E Assign (64 1-
[l Contact Name Assigned To Dueby Time
= [# Issue with er Graham  Administrator 13-04-16 14:27:01
. Select Box =
| [# Software Installa Smith Administrator 13-04-16 14:25:54
Reply =
[} [# Password Reset Notes — len Harper Administrator 13-04-16 14:25:31
[ [# unable to fetch m Edit 1' bn Adams Administrator 13-04-16 14:24:14
Subject ﬂ
[l [# Unable to downloi her Graham  Administrator 13-04-16 14:23:32
) Contact Name
] [# Unable to access Assigned To n Smith Administrator 13-04-16 14:23:02
) ) Dueby Time . .
[ [# Mail fetching prob| @ ¥ - Smith Administrator 13-04-16 14:22:33
[ [# Problem with AD ki ﬂl lon Harper Administrator 13-04-16 14:21:59

3. Toremove a column, de-select the check box and click Save.
4. To add a column to the list view, select the check box beside the column you wish to add.

Click Save.

5. To change the column order, click the up and down arrow after selecting the column that you

wish to move.

6. Click Save. Only the selected columns are added in the request list view.
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Search Requests

You can search for requests based on the keywords, request ID and column wise search on entering
the request details such as subject, requesters name and so on from the request list view.

Search Requests based on
o Keywords
e RequestID

e Column wise

Search Requests based on Keywords
Request tab
To do a keyword search for requests,
1. Click Request tab in the header pane to open the request list view page.

2. Enter the keyword in the search field.
3. Click Search. All requests that match the keyword provided by you in the search field is

displayed.

All Requests
replacement Q, Go
7 ig MNew Reguest | Edit | Clo=ze ‘ More= -- Select Support Rep IE' Assign
[ 1D Subject Contact Name Assigned To
= 12 Battery replacement request Sharon Heather Graham
B B A 6 Request for replacement of battery  Sharon Harper Shawn Adams

Performing a Global Search
You can also perform a Global Search that searches the keyword in every module at one go. The

search options such as Wildcard search, phrase search, boolean search, field specific search and
much more, can be used to make the search effective. To know more, click Search Tips.
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earch All

| | ®Logacall |

raaall
A |

-~

E} Requests
Accounts
Contacts
Solutions
E Contracts
Products
Archived Requests

Advanced Request Search

Using advance search option you can further enhance the request search by drilling it down to
request properties. This option allows you to search requests by providing the requests fields as
search criteria.

To perform advance request search:

1.

Click the Advanced Request Search icon E in the header pane beside the Go button. The
Advanced Request Search page is displayed under the Requests tab.
Click the Advanced Request Search link beside the search field to add search criteria.

Select the field name from the drop down and select the condition value 'Contains' or 'Does
not contain', for specifying your search condition. Enter the corresponding values in the text
box provided.

To specify another condition, click Add a condition link and specify the next condition.

NOTE: The default condition type is '"AND'. When you have multiple conditions, the search
results will be displayed only if all the mentioned conditions are satisfied by the request.

Click Search. All the requests matching the criteria will be displayed.

You can also sort the search results by Relevance, Created Date or Last Updated date by
selecting an appropriate option from the Sort results by drop down.

If you would like to get back to the normal search, click <<Back to Basic Search link
available at the top right corner.
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ManageEngine Business Units “Bissble® Support | Help = | Preferences | ¢ ~ administrator (Log out)

SupportCenter I General ¥

Requests Solutions Contracts Accounts Contacts Admin Reports Dashboards W

| €3 Add New... v] | ®Llogacall | | 3% |

. Advanced Request Search « Back to Basic Search
Requests
Contact Name Iz‘ contains Iz‘ adam -
Priority Iz‘ contains Iz‘ normal =

Add a condition

Regquests 1-4o0f4
Q ID: 10 - Unable to access the portal Friority: Normal | Status: Open
Contact Name: Adam Smith | Created On: May 29, 2013 11:53 AM | Assigned To: Heather Graham

ID: 11 - Unable to fetch mails Friority: Normal | Status: Open
Contact Name: Adam Smith | Created On: May 29, 2013 12:02 PM | Assigned To: Howard Stern

IE ID: 12 - Request for replacement of battery Friority: Normal | Status: Open
Contact Name: Adam Smith | Created On: May 29, 2013 12:03 PM | Assigned To: Mot Assigned

ID: 13 - Iphone replacement request Pricrity: Normal | Status: Open
Contact Name: Adam Smith | Created On: May 29, 2013 12:04 PM | Assigned To: Mot Assigned

Search Results Sort results by: Created Date - Oldest First[~ ]

Search requests based on Request ID

If you are aware of the request ID of the request you are searching for, then you can perform the
search using the request ID alone. It is quick and displays the request instantly.

All Requests
Q Go
? Q Eﬂ,| Mew Request | Edit | Close ‘ More= -- Select Support Rep IE' Assign kal
[l 1] Subject Contact Name Assigned To
[ ED s 12 Battery replacement request Sharon Heather Graham
F &4 Y & B Reguest for replacement of battery Sharon Harper Shawn Adams

Column wise search of requests

You can also perform column-wise search of requests if you know any of the request detail such as
subject, requester's name and so on. To perform a column-wise search,

1. From the request list view page, click on Search icon &, The search field opens just below
every column that is visible in the list view.

2. Enter the search string in the column of your choice.

3. Click Go. The search results matching the search string(s) are displayed.
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All Requests

|Q ‘ Search | Go to |Request ID » | Refresh this page Never &
‘9 ( Q} Eﬂ,| MNew Request | Edit | Close | More - | -- Select Support Rep |z| Assign C 1-3 100 per page Row Count

[} Subject Contact Name Assigned To Status @Eﬂ,
| | | EE——— I =

= [# Unable to download a file from the external site Sharon Harper Administrator Open

I} [# Password Reset Sharon Harper Administrator Open

= [# problem with AD import Sharon Harper Administrator Open

Note | 1. The search would return the results for any of the text fields of the request.

\d
@\ 2. You cannot search for a request based on any of the date fields of the request.
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Creating New Requests

Any incident, request for service or request for information can be sent as requests to the supportdesk
team. These requests can be sent to the support team in many different ways. Some of the most
common modes are,
1. Contacts can call the helpdesk reporting their problem or requirement and he in turn will file it
as a request. [For more information, refer Log a call]
2. They can submit their query by logging into the customer portal and filing a request.
3. Or, they can send an Email to the support team, which will automatically get logged as a
service request in SupportCenter Plus.

Creating a new request from the application

A typical example for support reps to create a new request from SupportCenter Plus application would
be when a support rep is on a call with the contact. The support rep fills in the necessary details for
future references.

The new request form can be accessed by two ways in SupportCenter Plus application.
a. Add New drop down
b. Requesttab

Add New drop down

The Add New drop down is a quick navigator to instantly access the New Request form from the
home page.

Q-|
|_6 add NEWLLL__J}J\ |j_E_LD';I a C_E;rl |;“1_f_1_
.@ Fequest ot
#¥ Reminder
B Task

| Ewent

Canned Response
Solution

Contract

Account

Contact

Product
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To configure the New Request , go to Step 3 in Request tab.

Request Tab

1.
2.
3.

Click on the Request tab in the header pane to open the request list view page.

Select New Request button. The New Request form opens.

If you have specified Request Default Values for Category, Level, Mode, Priority and Group to
be displayed in the New Request form, then the same are populated in the new request form.
You can also create a Request Template for the frequently raised requests under the Admin
tab. Select the template from Apply Template drop down box to create a requests instantly.
If you have not configured the Request Default Values or the Request Template, specify the
request details such as Mode of submission of request, Level of complexity of the request
and Priority.

By default, the Status of the request is Open.

Support Rep assigned to the request are also known as Owner. You can either select the
Group according to the request or choose the Support Rep alone.

Say, if the request is for "Replacement of battery" then select the Group as Warranty. The list
of support reps associated to Warranty group is listed under Support Rep drop down. To
associate support reps to specific groups, refer Groups.

If you are on a call with a known contact whose contact information is mentioned in the
application, either enter the Contact Name or use the Search Contact icon to search for the
contact.

1. If you enter the contact name, SupportCenter Plus will given you options to choose
the contacts relevant to the name specified.

Contact Details
Maduen sharon| & | &
Account Sharon_ Ha.rper =
Phone
|  Sharon Philips

Category Details sharonp@acme.com

Z0OHO Corporations
il [ Select Category vl
Sub Category ..Sel.?.'?t..s'-'!?_'gaﬁ'?ﬂﬂ_f_? v'_'

2. You can also search for contacts using the Search Contact icon &k . The Contact
List pop up window opens.
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Search Contact List | Go

Contact List
ALl | 'al 8| c| o] ElE| 6| H]| T]3 k|| M| N| oflr] ol lRlES T 0 ¥ w|ixl ¥ Z

Add Contact 1-20f2 10 per page "

Mame 2 Login Name E-mail Account Job title G B
Qb J} Sharon Harper =haron sharon@acme.com ZOHO Corporations  Engineer
Q’ .f Sharon Philips - csharonp@acme.com ZOHO Corporations Engineer

3. Click on the hyper-linked name of the contact. The contact name gets populated in
the new request form. If there are any contact details associated with the contact
such as, Account, Phone, Email and Mobile, then the relevant details is populated in
the respective fields.

1. From this page, you can Add New Contact if the contact name is not
listed.

2. You can also Edit the contact information i-é-? and also View the contact

information .

[/i’:’\? 3. If the contact list is lengthy, you can search for contacts on entering the
contact name in Search Contact List and click Go.

4. Contacts can also be selected based on the account. This can be done by
swapping the contact and account fields, by changing the GlobalConfig table
entry. If the contact and account fields are swapped, the associated contacts
will be listed based on the Account selected. For more information on the
GlobalConfig query, send a mail to our support team supportcenterplus-
support@manageengine.com.

Alternatively, you can choose to view only selected group of contacts by
clicking on the alphabets at the top.

9. If your on a call with a first time caller then enter the Contact Details like, Name, Phone and
Mobile number, and Email address. If the account is available then select the same from
Account drop down box. Else enter the Account name in the field.

When an account associated to the contract is selected from the drop down
Note list, the contract related notifications such as contract expiry date and

/_a;,? remaining hours/incidents left for the contract will be displayed beside the
@\ account name field.

10. Select the Product to be associated with the request.
11. You can also classify the request category by selecting the Category, Sub-Category and
Item.
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12.

13.
14.
15.

If there are any Additional Request details (configured under Admin -> Helpdesk
Customizer -> Request Additional Fields) then enter the same in the respective fields.
Specify the Subject of the request. This field is mandatory.

Provide a brief description about the request in the Description field.

If you wish to attach any relevant files to the request then click Attach a file link. The
Add/Remove Attachment window pops up.

Add/Remove Attachment

[ Close ]

Click "Browse" to select a file. You can attach any number of files for a total of 5 MB|

Choose a File : I Browse_
Attach

Attached Files :
There are no files attached.

16

17.

Done

1. Click Browse button and select the file to be attached from the file chooser window.
Click Open button.

2. Click Attach button. The selected file is listed under Attached Files along with size
of the file.

3. If you have more than one file to attach repeat steps 1 and 2. Ensure that the total
size of the attachments does not exceed 5 MB. Click Done. The selected files are
attached to the request.

The attached document is indicated with an attachment icon beside the title of the
request in the request list view page.

. Enter the email address of the CC recipients in the field provided. The CC recipient will

receive email on the conversation between the support rep and the contact. You can add
more than one CC recipient separating each email ID with a comma. Click here to know more
on Auto CC.

Click Add request button. If the Contact and Account information is not entered in the
application, a pop up message appears confirming to add the contact and account details as
part of the request. Click Ok to proceed. The request is added to the request list.
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Auto CC Recipient

For crucial requests, it becomes utmost important to inform your higher officials on the progress of the
request. The Auto CC recipient feature is a one time addition of the CC'ed recipients, after which, the
conversations between the support rep and contact is notified to the CC recipients. The Auto CC
recipient option is available while creating a new request from both, the support rep and contact login.
While the CC recipients added by the contact can be viewed and modified by the support rep, the
CC'ed recipients specified by the support rep are concealed from the contact view. Furthermore, there
are a set of five notification rules exclusively for the CC recipients.

Adding CC Recipient
The CC recipient field is available in the new request form of the support rep login. Enter the email

address of the CC recipients to be notified. If more than one email ID is specified, use comma as a
separator as shown in the image.

Cc: _{'A_d_c!ed_ Cc Recipients will get notified on this request actions
| jake@acme.com,bill@acme.com,mark@acme.com

Enter Cc F.'tec:ip'ients email addresses separateci bu’ CoOmmas

The entered CC recipients will be notified of the conversation between the support rep and the
contact via email.

Modifying the CC Recipient

You can modify, remove or add another email address to the CC recipient from the request details
page. Click the Edit button. Perform the corresponding operations and click on Update.

Cc Recipients

|jake@acme.com,bill.thamas@acme.com,sharon@acme.com
| | Update | | Cancel |

Cc Recipients

Enter Cc Recipients email addresses separated by commas

CC Recipients Notifications
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The CC recipient notification are sent via email to the CC recipients. There are five notification rules
under the CC recipient notification, out of which two are mandatory and enabled automatically.

Alert CC Recipients on request Creation: By default, the CC recipients are notified via
email when a request is created.

Alert CC Recipients on Contact reply: By default, the CC recipients are notified via email
when a contact replies to the request. s

Alert CC Recipients on Support Rep reply: Enable this option to alert the CC recipients via
email when a support rep replies to the request.

Alert CC Recipients when the request is Updated: Enable this option to alert the CC
recipients via email when the request is updated.

Alert CC Recipients when the request is Closed: Enable this option to alert the CC
recipients via email when the request is closed.

Cc Recipients Notifications

Notify by Email

o Alert Cc Recipients on request Creation Customize temnplate
o Alert Cc Recipients on Contact reply Customize template
qf Alert Cc Recipients on SupportRep reply Customize template
wf Alert Cc Recipients when the request is Updated Customize template
v‘ Alert Cc Recipients when the request is Closed Customize template
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Editing Requests

ManageEngine SupportCenter Plus provides you with the option to modify the created request either
from the request list view page or from request details page. You can also modify the template of the
request from the request details page.

Edit Request from List View

To edit requests from the list view page,

1.

2.
3.

5.

Click on the Request tab in the header pane to open the request list view page.

Click on the Edit icon [ beside the request title to edit.

The request form opens in editable format with the values populated during creating the
request.

Modify the details and specify the Reason for Updating the Request. This reason will be
shown in the History tab of the request.

Click Update button to save the changes.

From the request list view, you have an option to edit more than one request. This comes in handy
when there are a group of requests with similar issues. Instead of editing the requests one by one,
you can edit the details in a single shot.

To perform bulk edit,

1.
2.

From the request list view page, select the check box beside the request you wish to edit.
Click on Edit button. The edit request page opens to display the request id of the requests
that are grouped together to edit.

You can edit the request details, owner details, product and category details of the request.
Specify the Reason for Updating the Request in the given field. The specified reason will be
shown in the History tab in request details page.

Click Update button to save the changes.

Edit Request from Details page

To edit requests from the request details page,

1.

2.
3.
4

Click on the Request tab in the header pane to open the request list view page.

Click the Subject link of the request you wish to edit.

From the request details page, click on Edit tab.

The request form opens in editable format with the values populated during creating the
request.

If you want to change the template of the request, select the template from the Template drop
down available on the top right corner of the page. You will get a confirmation message
stating that the new template you are trying to apply may have default vaules configured for
certain fields.
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If you would like to apply the values for all the fields then, click Apply for all fields button. Or
if you would like to apply only for fields without values then click Apply only for fields that
do not contain a value button. The values get updated to the fields.

Confirm Request Template change

You are attempting to change the template of the request.
The new template may have default values configured for certain fields. Proceed 7

Apply for all fields | Apply only for fields that do not contain a value | Cancel

6. Modify the details and specify the Reason for Updating the Request. This reason will be
shown in the History tab of the request.
7. Click Update button to save the changes.
You are also provided with an Edit button or the Inline Edit option to edit certain request properties.
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Deleting Requests

You can delete individual requests as well as group of requests in SupportCenter Plus.

To delete individual requests,

1.

2
3
4.
5
6

Click on the Request tab in the header pane to open the request list view page.

Click the Subject link of the request to be deleted.

From the request details page, select More Actions drop down menu -> Delete option.
A dialog box pops up asking your confirmation on the delete operation.

Click Ok to proceed deleting. The request is deleted from the list and moved to trash.

Click Cancel to abort deletion.

To delete more than one request at a time,

1.

From the request list view page, select the requests to be deleted from the list by enabling the
check box.

Click More drop down and select Delete option. A dialog box pops up asking your
confirmation on the delete process.

Click Ok to proceed. The requests are deleted from the list and moved to trash. For more
information, refer Trashing Requests.

Click Cancel to abort deletion.
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Trashing Requests

The deleted Requests will be moved to the Trash by default. The requests in the Trash will be
automatically deleted in the next 24 hours from the time of deletion. You can recover the requests in
the Trash, using the restore option.

Trashed requests:

Requests that have been moved to the trash (deleted requests) will be removed from the
active request list. These trashed requests are considered as a separate set with separate
search options. Trashed Requests will not be listed in the active request list, requests search
result, and active request reports.

The trashed requests cannot be modified, but can be deleted or moved (restore) back to the
active state.

Any reply to an already trashed request will be added as a new request and not as a thread to
the existing trashed request.

SupportCenter Plus gives you an option to restore requests from the Trash List View or from the
Trash list View --> Request Details Page.

Restore Request from Trash List View
You can restore two or more requests from the Trash list view.

To restore requests,

Click on the Request tab in the header pane.

From the Requests view, click Trash from the left pane. All the trashed requests will be listed.
Select the requests to be restored by enabling the check box beside left side of each of the
request title.

Click Restore button. A confirmation dialog appears.

Click OK to proceed. The selected requests are restored.

Restore Request from Details Page

To restore request from the request details page,

A owbdpR

Click on the Request tab in the header pane to open the request list view page.

From the Requests view, click Trash from the left pane. All the trashed requests will be listed.
Click the Subject of the request to be restored.

From the request details page, click Restore button displayed at the top of the page. A
confirmation dialog box opens asking your confirmation on restoring the request.
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5. Click OK to proceed. The selected request is restored and displayed under the 'All Request'
view.

Delete Trashed Request

The requests in Trash will be automatically deleted after 24 hours from the time of deletion. You can
even delete the request manually from Trash list view.

NOTE: You can even change the number of days after which the requests should be deleted from the
trash by changing the GlobalConfig table entry.

To delete individual requests,

Click on the Request tab in the header pane to open the request list view page.

From the Requests view, click Trash from the left pane. All the trashed requests will be listed.
Click the Subject of the request to be deleted.

From the request details page, click Delete button displayed at the top of the page. A
confirmation dialog box opens asking your confirmation on deleting the request.

5. Click OK to proceed. The selected request is permanently deleted from the application.

bR

To delete more than one request at a time,

Click on the Request tab in the header pane to open the request list view page.

From the Requests view, click Trash from the left pane. All the trashed requests will be listed.
Select the requests to be deleted from the list by enabling the check box.

Click Delete button. A confirmation dialog box opens asking your confirmation on deleting the
request.

5. Click OK to proceed. The selected requests are permanently deleted from the application.

E A
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Closing Requests

When the contact is completely satisfied that his/her request has been completely attended to and the
reported problem has been resolved by the support rep, then the request can be closed by the
support rep.

On closing the request a survey form is sent to the contact to rate customer satisfaction. You can also
close a request without sending the survey using Close without Notification option. To know more

on how to define s survey, refer Survey.

To close completed request,

1.

2
3.
4

Click on the Request tab in the header pane to open the request list view page.
Click on Subject link of the request to be closed.
From request details page, click Close drop down menu -> select Close option.

If you have enabled the option to send survey on completion of request, a survey form is sent
to the contact via mail.

Alternatively, you can also change the status field to Closed while editing the request. Refer Editing
Request to know more.

You can reopen a request from the closed state. To do this, open the closed request
Note in editable mode and change the status field from Closed to Open. The completed
@T date is removed on reopening the request. When this request is finally closed, the

completed date is updated and the Time taken to close is recalculated taking the
reopened period into account.

To close more than one request,

You can close all the completed requests in bulk from the request list view page,

1.
2.

Select the requests to be closed by enabling the check box in the request list view page.
Click on Close button. The selected requests are closed.
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Close without Notification

You also have an option to close the request without sending the survey form to the contact even
though Enable Survey option is enabled.

Say, On closing a request and sending a survey form to the contact via email, if the contact has
enabled auto reply system then a reply mail is generated and sent to SupportCenter Plus. This reply
mail in turn opens the closed request automatically.

Similar process continues even on closing this request. To stop this chain process, you can choose to
close a request without sending a notification to contact.

To close without notification,
1. From the request list view page, click on the Subject link of the request to be closed.

2. Click on Close drop down menu -> select Close without Notification option. Even if you
have survey, the survey form will not be sent to the contact.
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Merging Requests

You can merge two or more requests if the requests are related to each other, say two requests are
raised from a single contact regarding a similar product. These two requests can be merged as one
and a support rep can be assigned to this merged request.

1. The merge operation requires special permission that can be enabled under
Roles.

Note 2. If two different support reps had been assigned to the requests before the merging
/_'er? process, then the support rep assigned to the parent request is the owner of the
merged request.

3. The due by time for the merged request is similar to the due by time of the parent
request.

4. All the notes and conversation thread for the child request is merged with the
parent requests.

SupportCenter Plus gives you an option to merge requests from the Request List View or from the
Request Details Page.

Merge Request from List View

You can merge two or more requests from the list view. While merging requests from the list view, the
oldest request becomes the parent and the other requests become the child.

To merge requests,

1.

2.
3.
4

Click on the Request tab in the header pane to open the request list view page.

Select the list of requests to be merged by enabling the check box.

Click the More drop down menu -> select Merge option. A confirmation dialog appears.
Click Ok to proceed. The selected requests are merged.
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All Requests
|¢1 | Search | Go to |Request 1D ”
71 Q Ei.| Mew Request | Edit | Close | More = | -- Select Support
1 ID Subject ——— .
i ]
i Link Reque
a Unable to download a file from the ext g
Mowve to
7 Battery replacement reguest )
Archive
g Reguest for replacement of battery Delete
] 5 Issue with scheduling AD import

In the above image, the oldest request ( Request ID 6) is the Parent request while the other requests
become the child (Request ID 7, 8).

Merge Request from Details Page

To perform merge operation from the request details page,

1. Click on the Request tab in the header pane to open the request list view page.

2. Click the Subject of the request to be merged. This request is the parent request.

3. From the request details page, click the More Actions drop down menu -> select Merge
option. Merge this Request page opens,

Merge this Request
Search for Request Search Show | all Requests |
All Requests Showing 1- 25 of 43 | 1] || [ /| M| show| 25 |perpags
1D Subject Contact Assigned To
| 56 Cannot restore the backup data... Sharon Harper Jake Thomaz
54 Replace battery reguest Sharon Harper lake Thomas
‘= 53 Beplace battery reguest Sharon Harper lake Thomas
= 51 Replace battery request Sharon Harper Jake Thomas
a 40 problem with the software Radhila Jake Thomas
] 45 Cannot restore the backup data... Sharan Harper Futh Hinks
= 42 problem with the software Radhika George Mallory
| 43 AC not working properly Radhika administrator
E| 46 system crashed Sharon Harper administrator
= 48 i nd critical Mark Adams Unassigned
h - L) ral wi L] . - e [l [l
1' Choose a request to merge Cancel| |

4. You can search for specific request by providing a search string in Search for Request field.
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5. You can also select request based on filters from the Show combo box.

6. To confirm if the request to be merged is the correct one, you can view the request by clicking
the subject of the request. This request becomes the parent request.

7. Click on Merge Request icon " to merge both the requests.
8. A confirmation dialog box opens asking your confirmation on the merge request operation.
9. Click OK to proceed. The selected request is merged and becomes the parent request.

Say for instance, you are in the request details page of Request ID 7 and you choose "Merge
Request" option under the Actions drop down to merge this request with Request ID 10. Request ID
10 becomes the parent request while Request ID 7 becomes the child.

Splitting Conversation as Requests

The conversation thread from the contact can be split into a new request. To split a conversation into
a new request,

1. Inthe request details page under Conversation block, click Expand All ' * 'radio button
beside the contact conversation thread #4 .
All Conversations Hotes Show System generated replies
=+ (] Heather Graham Nov 23, 2012 04:16 PM a
6 Previous conversations
4 Jake Thomas Nov 23, 2012 04:46 PM E]
+2 (0 lake Thomas Nov 23, 2012 04:47 PM E]
~| To: scp-testl@zohocorp.com Attachments(3) Actions -

Reply

Hi,
Forward

My name is Jake Thomas and I had purchased the iphone on 25th June'12 at the iphone store in New York sl )
ark as Private

Regards, View History
Jake Thomas. )
Split as New request
LUEIClE
Reply Forward G—) ®

2. Click Split as New Request link. The request is split as a new request with consecutive
request id.

Note
@T 1. Due by time is not mentioned for the split request.

2. Notes, tasks, conversation thread will not be available in the split request.
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Assigning Requests to Support Rep

All the unassigned requests raised in SupportCenter Plus can be assigned to Groups and Support
Reps. This increases the efficiency and turn around time of the support desk team. Hence reducing
the waiting period of the request as they are assigned and answered sooner by the support reps.

You can either pickup the request or assign it to support reps.
e Assigning request to Support Rep
e Picking up request
e Bulk assigning request

e Unassigning requests

Assigning request to Support Rep

Each request is owned by a support rep, who are responsible for handling the request until it is
closed. To assign a support rep,

1. Click on the Request tab in the header pane to open the request list view page.
2. Click the Subject link of the request to be assigned a support rep.

3. From the request details page, click Assign drop down menu -> select Assign option. The
Assign Group and Support Rep page opens.

Assign Group and Support Rep

Assign this Request to a Group and / or Support Rep

Choose Group Warranty Group |E|
Choose Support Rep Jeniffer Doe IE‘
(] Add Note

Ass=ign Cancel

Zoho Corporation Pvt. Ltd.

108



-
m ManageEngine SupportCenter Plus - Admin Guide )

You can either assign the request to a Group or to a Support Rep, or to a Group and Support
Rep.

Choose the Group of the request from the combo box.
Select the Support Rep under the selected Group to assign the request.
You can also a add note by enabling the Add Note check box.

Click Assign button.

© N o g &

Alternatively, you can also assign support rep using inline edit option. Click the support rep
name shown in the request details block. This opens the drop down box as shown below.
Select the support rep from the list and click the ' icon to select the support rep name else
click cancel icon.

9. When two users working on the same request tries to assign different support rep at the same
time, a warning message will be displayed in a pop up window as shown below. This
message will be displayed while trying to assign support rep using Request List view page
and Request Details page.

Conflict detected while assigning Support reps.
Support rep for the following requests have been changed after you visited the request list. Please check and confirm
support rep assignment.
| Id Subject Support rep in View Currently assigned Assign to
2 Mail fetching problem Howard Stern Jeniffer Doe administrator
Assign Cancel

Picking up Request

You can self-pick up all the unassigned requests and assign the requests in your name. To pick up
requests,

1. Click on the Request tab in the header pane to open the request list view page.
2. Select the Subject link of the request you wish to pick up.

3. From the request details page, click on Assign drop down menu -> select Pickup option. The
request gets assigned to you.
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Bulk Assign Request

You can also assign more than one request to the support rep or to yourself. To assign requests in
bulk,

1. From the Requests list view page, select the requests to be assigned to a support rep by
enabling the check box.

2. Click the Select Support Rep drop down menu and select the name of the Support Rep
from the list. You can also assign the requests to yourself on selecting Myself from the list.

Q Go

J Close | More- | -- Select Support Rep IE' A=s=ign (il | 1-
-- Select Support Rep -- %
Myself L[l Assign to Support Rep |

th listing of OU's in AD | Heather Graham Sharon Harper
Howard Stern

F replacement of battery Jeniffer Doe Sharon Harper
John Roberts

port uses from Active DI Shawn Adams Sharon Harper

tlacement reguest Peter

3. Click Assign button. The requests get assigned to the selected support rep.

Unassigning Support Rep

You can unassign a request from the support rep and move it back to unassigned status. To unassign
a support rep,

1. From the request list view page, click the Subject link of the request to be unassigned a
support rep.

2. From the request details page, click Assign drop down menu and select Assign option. The
Assign Group and Support Rep pop-up page opens .

3. Click the Choose Support Rep combo box and select NONE.

4. Click on Assign button. The request gets unassigned.
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Archiving Requests

You can archive closed requests and move them to separate storage state for a long-term retention. It
is most useful since thousands of accumulating active requests could hinder the performance of the
help desk on a longer run.

Archived requests:

Requests that have been moved to the archived state (archived requests) will be removed
from the active requests list. These archived requests are considered as a separate set with
separate search options and reports. Archived Requests will not be listed in the active request
list, requests search result, and active request reports.

The archived requests cannot be modified, deleted or moved back to the active state.

Any reply to an already archived request will be added as a new request and not as a thread
to the existing archived request.

SupportCenter Plus gives you an option to archive requests from the Request List View or from the
Request Details Page.

Archive Request from List View

You can archive two or more requests from the list view.

To archive requests,

1.
2.

Click on the Request tab in the header pane to open the request list view page.

Select the requests to be archived by enabling the check box beside left side of each of the
request title.

Click More drop down and select Archive option. A confirmation dialog appears.

Click OK to proceed. The selected requests are archived.
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All Requests
Q Go

2L Eﬂ,| New Request Edit | Close | More= | -- Select Support Rep IE' Assign

= D Subject Merge ne Assigned To
Link Requests

E [ & 13 Batterv Problem . Heather Graham
Mowve to

= I 12 Battery replacer . Heather Graham
Archive

= [P A 7 Problermn with AQ Delate per Heather Graham

s I [ g AC 15 not working properly Edinbaro Paul Washer

B [ [# 8 Upgrade check Faul Washer Heather Graham

B [ [# 6 Reguest for replacement of battery Sharon Harper Shawn &dams

B [F (4 1 Problem with the printer Sharon Heather Graham

Bulk Archiving

From the request list view, you have an option to archive more than one request. Instead of archiving
the requests one by one, you can archive the requests in a single shot.

To perform bulk archiving,
1. Click on the Request tab in the header pane to open the request list view page.

2. From the request list view page, enable the select all check box beside the Subject field. A
message stating the number of requests selected in the current page and the total number of
requests yet to be selected appears.

Q Go
7 Q | MNew Request Edit | Clo=ze | More= | -- Select Support Rep E Assign ﬂ 1-10 | b 10 per page lz‘ Row Count
10 Requests selected on this page. Select all 20 Reguests from the All Reguests view |
1D Subject Contact Name Assigned T Dueby Time Status Q B
HFZ 22 Erinter problem Sharon Harper Howard Stern Apr 4, 2013 05:32 PM Open
ez ) 21 Cannot restore the backup data John Smith Shawn Adams Apr 4, 2013 05:31 PM Open
=] 20 Cannot import uses from Active Directory Jake Thomas Heather Graham Apr 4, 2013 05:29 PM Open

3. Click the link in the message to select all the requests. All the requests will get selected and
some of the action buttons will be disabled.

4. Click Archive button. A confirmation dialog appears asking your confirmation on archiving the
requests.

5. Click OK to proceed. The selected requests are archived and will be available under the
'Archived Requests' view.
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Archive Request from Details Page

To archive request from the request details page,
1. Click on the Request tab in the header pane to open the request list view page.
2. Click the Subject of the request to be archived.

3. From the request details page, click the More Actions drop down menu -> select Archive

option.
+“— Edit Cloze As=ign - More Actions w E2 T Reply -
» Stop Timer
ID : 55 - Printer problem v Add Note
Created On : Jun 27, 2013 03:17 FM » Add Attachment

» Add Time Entry

Contact : |2-| Sharon Harper
» Add Reminder

» View Feminder(s)

Request = Account Info | Resolution| |, Merge Request listory
p Link Requests
Subject : Printer problem » Move Request
p Duplicate Request
I » Archive ke, I
Hi, » Delete L

» Print Preview

 Print Job Sheet printer configuration.

Am unable to take the print out from the pris

Can someone guide me to resolve this issue| » Mark as First Response sent

Activities
Add Task
Thanks, ' =
» Add Event
Sharon Harper. Canned Responses

» Manage Canned Responses
Repl E d » Add New Canned Response
eply orwar
Resolution

» Enter Resolution

All Conversations Hotes Sho s Search Solutions
Approve
» Submit For Approval
Request Properties  Edit Others
» View Contact Details
Status Open » View Reguests by Contact Eroup

4. A confirmation dialog box opens asking your confirmation on archiving the request.

5. Click OK to proceed. The selected request is archived and displayed under the 'Archived
Request' view.
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Once the request is archived, the associated Tasks, Events, and Time Entries will be moved to
archived state and cannot be made active. On archiving the request, the associated Tasks, Events,
and Time Entries will get deleted from the corresponding (Activities and TimeSheets) modules.

NOTE: If more number of Requests are to be archived at a time, there will be some time delay in
moving the Requests to Archived state.
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Request Details Page

The View Request page organizes the details of the request in a logical manner. To view the details
of a request,

1. Click on the Request tab in the header pane to open the request list view page.

2. Click on the Subject link of the request to be viewed. The View Request page opens.

If you have added any notifications under contracts to notify the support rep, and any advisory added
to the account, the same can be viewed at the top of the request details page. The various
notifications shown in the Request Details page are: advisory note added to the account, notification
stating the remaining hours/incidents left for the contract, contract expiry notification, and contract
renewed notification.

Advisory

- .
4  Platinum customer

Account - Contract Info (Acme Contract)

G\ Hours Remaining: 97 Expires on: Jul 5, 2012 Renewed from: Aug 4, 2012 to: Sep 5, 2012
+— Edit Close » Assign ¥ More Actions v Reply » »

ID : 9 - Problem with the software
Status : @ Open

Created On : Jul 4, 2012 03:40 PM Priority
Contact : || John (Acme)

: : High

Due Date : Jul 5, 2012 04:05 PM

Request  Account Info  Resolution | Time Entry = Activities = History O]

Subject : Problem with the software Reply Forward

Problem with the software

Contact Details

This block displays the Request id and Subject of the request, Contact details such as the Contact
Name, the Account, Phone and Mobile number, Status, Priority and Due Date for the request.

+— Edit Close w Assign w More Actions w Reply »

ID : 41 - Replacement of battery
Status : Open
Created On : Apr 4, 2013 04:11 PM o
Priority : N I
Contact : | 12-| Sharon Harper (Acme) AT fithio
: Due Date : Apr5, 2013 09:11 AM
(| 22334455 |[B| 9867564738 |57| Send Invite

Request = Account Info Resolution Time Entry | Activities | History )
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From the Request View page, you can navigate to the Request List view page using the Back button

= . The backward - and forward 5 arrows helps to view the previous and next requests.

You can also perform basic operations on the request like editing a request, closing a request,
assigning a request and replying to a request. From the More Actions drop down you can perform
further operations on the request such as adding notes, tasks, events, reminders, duplicating,
merging requests, moving requests and so on.

+— Edit Assign - More Actions Reply [ 2

» Add Note
ID : 3 - Problem with the p| |, 244 attachment

» Add Time Entry
» Add Reminder

Created On : Apr 21, 2014 04

Contact : 2= John . . ;
» View Reminder(s)

3| Send Invite » Merge Request
» Link Reguests

Request = Account Info » Duplicate Request pkivities = History ©
» Archive

Subject : Problem with the pr] * Delete
» Print Preview

} Print Job Sheet
Problem with the printer » Mark as First Response sent
» View Survey Results
Activities
p fdd Task
» Add Event
Canned Responses
» Manage Canned Responses

» Add New Canned Response
Reply Forward

Resolution

» Enter Resclution
All Conversations Motes |  Search Solutions e
Approve

» Submit For Approval
Request Properties  qif] 7"
» View Contact Details

» View Requests by Contact
Status —ToTe Group

Category Mot Assigned Support Rep

With JIRA integration in SupportCenter Plus, you can create tickets on JIRA by clicking on the Actions
Menu from Request Details page. [Refer JIRA Integration]
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+— Edit Cloze Assign - Maore Actions w - Reply -

p Create as a New Issue in JIRA
ID : 117 - Rendering Exception » Update JIRA information

Created On : Jul 12, 2013 04:35 FM
Contact : |25 Adam Smith

Request = Account Info Resolution = Time Entry | Activities | History

Subject : Rendering Exception

Rendering exception thrown when loading the Request List page.

With CTI integration in SupportCenter Plus, you can call your customers, saving time and effort in
replying to mails. [Refer Computer Telephony Integration]

+“— Edit Close w Assign - More

ID : 41 - Replacement of battery

Created On : Apr 4, 2013 04:11 PM
Contact : |14 Sharon Harper (Acme)

( 22334455 [ 28675647381 Send Invite

Request = Account Info Resolution Tim

If you have a Zoho Account, then you can avail the remote assistance feature and access your
customers machine from your desk. [Refer Remote Assistance]

You can also approve contacts from the View Request page. Whenever a new contact submits the
request through portal or drops a mail to SupportCenter Plus, the request gets added to the Request

module but the contact remains unapproved and indicated by the unapproved 2 icon. To approve
these contacts and provide login permission to access customer portal select the appropriate option
from the Approval actions drop down.

NOTE: Once the contact is approved, an acknowledgement mail will be sent to the contact for all the

contact's pending requests.
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+— Edit Cloze - Assign w Mare Actions w Reply =

ID : 2 - Problem with the software.

Created On : Jan 25, 2012 12:27 PM

Contact : £ Shawn Adams (acme.com) | Approval actions - [

@2 Send Invite Approve

Approve & provide login
Request | Account Info = Resolutio e EMTyY T ACovrties | History

Subject : Problem with the software.

Viewing Request Details

The request tab displays the Subject and Description of the request. The Conversation added to the
requests can be viewed by clicking on the All Conversations link. To know more, refer Conversation.

In addition, the request details block also displays request properties like Status, Group, Category,
Sub Category, Item, Support Rep, Priority, Mode, Level, Created Date, Due Date, Product, Created
By and additional fields (if available). You can edit the request properties using Edit button beside the
Request Properties header or the Inline edit option to edit a specific request property. Say, you want
to change the support rep from Jake Thomas to Jennifer Doe, then click on the name of the support
rep and select the name from the drop down list.

If you have added any Notes to the request then the same can be viewed by clicking on the Notes
link. The notes are displayed in descending order of their date of creation. You have options to edit
and delete the notes.

The email addresses of the Cc recipients added by the support rep or contact can be viewed under
the Cc Recipients header. The email addresses under this header can be edited by clicking on the

Edit button beside the header. To know more, refer Auto CC Recipients.

You can add Tags to the requests which will help in improving the search capability by providing
accurate results. As many as tags can be added to the request.

Viewing Account Information

The account info tab displays the Contact Details, Account Details, and the Contract Details
associated with the Account. The Account details includes the Account Manager name and any
additional fields added to the account. Contract details such as Support Type, Support Plan, Contract
Covered and cost per hour is listed under this block.
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Request | Account Info | Resolution | Time Entry @ Activities = History ©

Contact Details
Contact Name Sharon Harper Email Address sharon@acme.com
Contact number 9847637431 Mobile number 9847637432
Twitter Screen Name sharon Account Acme [Change Account]
Sub Account

Account Details

Account Manager Christine Jones

Contract Details

Contract Covered Maintenance Contract Support Plan Gold

Support Type Incident Based

You can change the account for the request using the Change Account link. On clicking the link
opens a pop up window where you can select the account as well as the sub-account associated to
that account. You have an option to edit the contact details. Except for the account information, you
can edit the remaining fields.

Viewing Resolution

Resolution is a documented information on how the issue was resolved. This documented information
is very useful to resolve similar issue and can be saved in the knowledge base. You can search for
resolutions from the database using the Search Solutions link. You can also change the status of the
request from the Status drop down. In addition you can enter the time spent details for the request by
selecting the Add Time Entry check box.

Time Entry Details

You can view the Time Spent details for the request under this block. You are also provided with an
option to Add Time Entry for the request.

1. Click on the Add Time Entry button to open the Add Time Entry page.
2. The Subject and Contract details is displayed at the top of the page.

3. By default, the support rep assigned to the request is displayed in Support Rep drop down
box. If required, you can choose the support rep from the drop down list. This field is
mandatory.

4. Selectthe Time Entry Type. Say, If the support rep has provided necessary information on
the product to the requester then the support rep can specify the Time Entry Type as Product
Consulting. You have an option to also Add New time entry type.
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Add Time Entry

Subject :

__:r,'\ Contract Covered : Maintenance Confract  Support Type : Incident Based
. support Plan : Gold

Support Rep ™ John Roberts E
Time Entry Type Service & Maintenance [:Z[ Add MNew
Executed Time * l04 Aug 2011, 10:58:32 | 5
Time Taken To Resclve :2 Hours |:| Minutes

Select Rate Type™ MNormal Rate E

Cost per Incident({%) . 100.00 .
Additional Cost (§) ISIZI.EIEI
Total Cost ($) |s0.00

¥ Billable
Description
Save Cancel

Select the date and time when the request was Executed using the calender icon. This field is
mandatory.

Specify the total Time Taken to Resolve the request in Hours and Minutes.

Select the Rate type from the drop down. The cost per incident or hour specified and added
to the Support Plan is displayed automatically.

If there are any Additional Cost, then the same can be provided in the field.

The Total Cost in $ is automatically populated on entering the above two fields.

By default the Billable check box is selected. If you wish to make the time entry as non-
billable, clear the Billable check box, else leave the selection as is.

NOTE: If you clear the Billable check box, the time entry will be marked as non-billable and
the hours/incident will not be deducted from the contract.

Specify the Description about the time spent details in the given text box.

Click Save. The time entry gets added under time entry tab.

To print the time entry details, click Print TimeSheet link.

NOTE: The Print TimeSheet link will appear on saving the time entry details.
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Viewing Activities for the request

The Activities tab appears if there are any tasks or events associated to the request.

Request | Account Info Resolution = Time Entry = Activities | Approvals @ History ©

Tasks
Title Associated to Assigned To Due Date Status Priority

Replace the battery Request administrator Mowv 5, 2013 12:30 PM Mot Started High

Events
Title Associated to Created By Start Date End Date Location

Team Meeting Request administrator Nov 4, 2013 04:30 PM MNov 4, 2013 06:30 PM Conference Hall

You also have an option to add new tasks and events from this page. To view the details of the tasks
and events, click on the Title link. The page redirects to the Activities tab, from where you can

perform edit and delete operations. To know more on adding new tasks and events, refer Add Tasks
and Add Events.

Viewing Approvals for the request

The Approvals tab appears if the request is submitted for approval to the manager. All mails sent for
approval is listed in descending order with details like Sent On, Sent by and Status of approval.

Request = Account Info = Resolution  Time Entry @ Activities | Approvals  History ©

| Send For Approval | | Show all | | Hide all

Sent On : 04 Nov 2013, 12:17:17 Status : 0 Approved ( 1/1) Expand

Sent On : 04 Nov 2013, 12:15:50 Status : @ Pending Approval { 1/1 ) Collapse

Sent To : adam@zchocorp.com Status : Pending Approval

1. Pending Approval on 04 Nov 2013, 12:15:50

Viewing History

Every action performed on a request from the time of its creation can be viewed in the History tab.
The details displayed in the history tab are in the descending order with the recently performed action
shown at the top of the page and the earlier action at the bottom of the page.

The history details can also be viewed with the help of predefined filters available under the Filter
drop down. To filter history details, click on the Filter drop down and select the check box beside the

filters on which you would like to view the history details. In addition, you can sort the history details
based on the Oldest Activity first or Recent Activity first. By default, the history details are sorted in
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the order of date, with the latest activity displayed first. To change the order, you can choose the
corresponding option from the Sort drop-down.

Any changes made to the request like Note update, Resolution update and CC Recipients update can
be viewed with the help of View Changes link. Clicking on the link will pop up a window with two
panes, left pane with older content and right pane with new content. The View Notes and View
Resolution links allow you to view the newly added notes and resolution respectively.

Request | Account Info @ Resolution = Time Entry | Activities = Approvals | History ©
MNone - Oldest Activity
Status = Recent Activity
= 03 Nov 2013 Priority Oldest Activity
09:42:13 Created by Shawn Adams Level |
Mode 1
Group
09:50:31 Note Created by Shawn Adams
Product
Category
09:51:07 Merge by System
Request ID 1 is added as conversation for the reque Sub Category
Item
Nia Mata b
09:51:47 Resolution added by Global
09:51:47 Updated by administrator
Status changed from Open to Onhold
09:52:59 Resolution updated by administrator
Last Updated changed from Nov 3, 2013 09:51 AM to Nov 3, 2013 09:52 AM

Time Spent Report

The Time Spent Report tab graphically displays the time spent on the request when placed at
different Status by Support Reps and Groups.

If the request is handled by multiple Support Reps and Group, the accurate time spent by an
individual or a Group on the request will be displayed in this tab. It also displays the actual Resolution
Time specified for the request, the SLA Overdue Time, and the Actual Time Spent on the request by
Group and Support Rep.

A horizontal bar chart represents the time spent on a request (Operational Hours only) with respect
to Status, Group, and Support Rep of the request. Other activities such as Support Rep assignment,
Group assignment and Status change is also shown along the chart. You can hover over the chart to
view the actual time taken for the request over a time period along with the start date and end date.
If the request is handled by the Support Rep more than once, then the different time details can be
viewed by clicking on the Details link.
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ID : 25 - Problem with the printer

Status : Closed
Created On : Dec 11, 2013 03:36 PM Priority : High
Contact : 27| Sharon Harper Due Date : Dec 11, 2013 04:36 PM

Request | Account Info  Resolution | Time Entry @ Activities | History

Request SLA Actual Time Spent

Resolution Time SLA Overdue Group Support Rep

1 hour 7 minutes 1 hour 2 minutes 1 hour

Status . N |
Bl Open M| OnHold || Resolved Ml Closed

Group T ]

[l unassigned |Ml| Group
Support Rep

[ Unassigned M| Support Rep Jeniffer Doe, 35 minutes
Dec 11, 2013 04:05 PM - Dec 11, 2013 04:40 PM

Group Time Spent Support Rep Time Spent
Unassigned 5 minutes Unassigned 5 minutes
Defective Item Group 1 hour 2 minutes Heather Graham 25 minutes

Heather Graham - Time spent details

Date Time Spent
Dec 11, 2013 04:40 PM - Dec 11, 2013 04:43 PM 2 minutes
Dec 11, 2013 03:41 PM - Dec 11, 2013 04:05 PM 23 minutes
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Request Conversations

All the mail transactions between the support rep handling the request and the contact can be viewed
as Conversations in the request details page. The conversation are thread in ascending order of time
as and when a reply is received for the request.

Representation of Icons in the Conversation block.
o & reply sent by the support rep to the contact
o H. response sent by the contact
o U _file is attached in the conversation thread

o (- conversations between the support reps. These are private conversations and cannot be
viewed by the contact.

e - Conversation between the support rep and the contact. These are public conversation and
can be viewed by the contact.

« [J. note added to the request

. === - quoted text

o O-view history of conversations
. - split as new request

e - delete conversation

o & -editnote

- delete note

You have an option to view All Conversations, Notes, or conversations along with System
Generated Replies. The conversation thread between the support rep and contact are public
conversations whereas the conversation thread between two support reps fall under private
conversation. By default upto three conversations can be viewed in the list. If the conversation thread
is more than five, then except the last three conversations, all the previous conversations will be
displayed in a folded style. Clicking on the 'Previous conversations' link unfolds all conversations. This
enables the support reps to easily navigate through the conversations. You can also click on quoted
texticon *** to view or hide the quoted contents.

NOTE: The conversations list view count can be increased by changing the GlobalConfig table entry.
For example, if you would like to view upto ten conversations in the list, change the number of count
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to be displayed in the GlobalConfig table. For more information on the GlobalConfig query, send a
mail to our support team supportcenterplus-support@manageengine.com.

The actions such as reply, forward, mark as private and so on can be performed from the Actions

drop down provided at the top of each conversation. If the conversation has any attachments, then
the Attachments link will be displayed at the top of the conversation. Clicking on the Attachments
link takes you to view the attachments.

All Conversations Notes Show System generated replies

3 Previous conversations

Fri, Dec 13 00:06:43 HAST 2013 E]

+2 () Aaron
<4 | Aaron Fri, Dec 13 00:08:51 HAST 2013 E]
- To: =cp-linux@zohocrop.com Actions -
Reply
Forward

Hi,
Mark as Private

Please find attached the bill and order details.

View History
Thanks, s
Aaron. Split as New request
Delete

On Fri, Dec 13, 2013 at 3:22 PM, scp-linux - General BU <gcp-linux@zohocrop.com=> wrote:

& Attachments
Order Details.docx

Bill.gif

0 2 X

Reply Forward

The Notes added to the conversations can be viewed by clicking on the Notes link. You also have

options to edit and delete the notes.

All Conversations Show System generated replies

Heather Graham Nov 23, 2012 04:27 PM

Unable to reach the customer. Will call him tomorrow.

Jake Thomas Nov 23, 2012 04:28 PM a8

Flease call. Am available now.

Heather Graham Nov 23, 2012 04:29 PM

Sof‘tware installation.

The system generated replies can be viewed by selecting the Show System generated replies
check box.
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Making a Public conversation as Private

Public Conversations by default are conversations between the support rep and the contact, and can
be viewed under All Conversations

You also have an option to make the public conversations as private,
Click the conversation which you would like to make it as private.
Click on the Actions drop down.

Select Mark as Private option.

A wbdpR

The conversation is made private and is indicated with the Private icon &8.
Making a Private conversation as Public

If the support rep is unable to resolve a request and requires further assistance, then the support rep

has an option to forward the request to other support reps. By default, the forward sent by the support
rep are made private in the conversation thread. Hence the conversation thread between the support

reps cannot be viewed by the contact.

If the conversation thread between the support reps involve a solution to the request then you have
an option to mark a private conversation as public. To make the conversation as public, select Mark
as Public option from the Actions drop down. The conversation is made Public and is indicated with

the icon E.
Split As New Request

The conversation thread from the contact can be split into a new request. To split a conversation into
a new request,

1. Click the All Conversations link. Click on the contact conversation thread 4.
2. Click the Actions drop down and select Split as New Request option. The request is split as
a new request with consecutive request id.

Edit Note

You can edit a specific note added to the request. To edit a note,

1. Click the Notes link. Click on the note icon L which you would like to edit.

2. Hover over the note to edit. Click the edit icon & . This opens the note in the text box as
shown below.
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All Conversations Notes Show System generated replies

Heather Graham MNov 23, 2012 04:27 PM a
Unable to reach the customer. Will call him tomorrow.

Jake Thomas Nov 23, 2012 04:28 PM E]
Please call. Am available now.

Heather Graham Nov 23, 2012 04:29 PM a

Software Installation

Show this Note to Contact E-mail this Note to Support rep

Update Cancel

3. Edit the note as required.
4. Click Update.

Delete Note

You can edit a specific note added to the request. To edit a note,

1. Click the Notes link. Click on the note icon L which you would like to delete.

2. Hover over the note to delete. Click the delete icon . A confirmation dialog box appears.
3. Click OK to proceed. The note is deleted from the conversation thread.

Delete a Conversation

You can delete a specific conversation from the contact. To delete a conversation

1. Click the All Conversations link. Click on the contact conversation thread #4.

2. Click the Actions drop down and select Delete option. A confirmation dialog box appears.

3. Click Ok to proceed. The conversation is removed from the conversation thread.
You also have an option to View the Child Request History by selecting the View History option from
the Actions drop down.
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Start/Stop Request Timer

If a support rep is unable to close a request due to lack of necessary information and resources or if
the support rep is unable to identify the problem, then the support rep can move the request to On
Hold Status.

On moving a request to On Hold status, the timer for the request is put to a halt. So if the due by time
is specified for a request, the time interval for which the request is put On Hold is added to the due by
time of the request, on starting the request timer. This avoids unnecessary SLA violation which
reflects the efficiency of the support team.

1. You can add Status which reflects the request timer under Admin -> Helpdesk

Customizer -> Status
Note

[/—i":’? 2. You can also change the status of a request to On Hold/Open by performing Inline
edit or Edit operation.

3. You cannot stop and start timer for requests that are overdue.

Stop Request Timer

To stop the request timer for a request,
1. Click the Request tab in the header pane to open the request list view page.
2. Click the Subject link of the request to be moved to On Hold status.

3. From the request details page, select Actions drop down menu -> Stop Timer option. The
Add Reason pop up window opens.

Add Reason for stopping timer
[ Close ]
Request ID - 54

| lack of necessary information and resources

Add

4. Enter the relevant reason for stopping the timer in the given text field.
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5. Click Add.

The request is moved to On Hold status. The reason for stopping the timer is appended to the request
history.

Start Request Timer

To restart the request timer for a request,

1. From the request details page, select Actions drop down menu -> Start Timer option. The
Add Reason for start timer pop up window opens

2. Enter the relevant reason to stop the timer in the given text field.
3. Click Add.

The request is moved to Open Status. The reason for starting the request timer is appended to the
request history.
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Adding Notes

You can add addition information which includes technical information based on your observations or
information to support reps for a particular request using the Add Notes option. You can also add
notes to update the status of the request.

Notes can be added either from the request list view or from the request details page. To add notes
from the request list view, refer Request List View.

1.
2.
3.

Click on the Request tab in the header pane to open the request list view page.
Click the Subject of the request to which you would like to add a note.

From the request details page, select More Actions drop down menu -> Add Notes option.
The Add Note window pops up displaying the Request Id.

Enter the content in the text box as show above.

The note added can be made public or private.
e Public Notes: Public notes can be viewed by the contact and support reps
e Private Notes: Private notes can be viewed only by the Support reps.

By default, the notes are private, but can be made public on selecting Show this notes to
Contact also check box.

You can also notify the support reps about the addition of note on selecting E-mail this Note
to Support Reps check box. By default the support rep assigned to the request is displayed

o
b
in the text box. If you would like include other support reps, click button and select the

support reps by enabling the check box beside the support rep. Click OK.

NOTE: By default this option is selected. If the logged in Support Rep and the assigned
Support Rep for the request are the same, then this option will not be selected.

Click Add Note button. The note is added at the bottom of the request along with a date and
time stamp. The name of the person who added the note is also displayed.

You can add any number of notes to a request. The added notes is displayed in the

descending order with recently added note first. You also have options to edit and delete the
notes.
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Adding Attachments

Any document related to the request can be attachment to the request. The attachments can be
uploaded while creating a request or you can add attachment while updating a request.

To add attachment from the Request Details page,

1.
2.
3.

Click on the Request tab in the header pane to open the request list view page.
Click the Subject of the request to which you would like to add attachment.

From the request details page, select More Actions drop down and select Add Attachment
option. The File Upload window pops up.

Click Browse button and select the file to be attached.
Click Open button. The selected file get attached to the request.

If you have more than one file to attach repeat steps 3 to 5.
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Adding Tags

Tags are keywords you can add to requests to search them easily. You can add tags only after the
request is created. You can add any number of tags to a request, but add one tag at a time.

Tags can be added from the Request Details page,

1. From the Request Details page, click Add button beside the Tags header below the Cc
Recipients section.

2. Enter the tag name in the text box and click ¥ licon. The tag will get added to the request.

4

3. If you want to remove any tag from the request, click the icon next to the tag.

Searching Requests using Tags

In the Global Search, enter the tag name to find the relevant requests. For more information, refer
Performing a Global Search.
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Adding Reminders

You have an option to add reminders for a request using Add Reminders option. All the pending tasks
specific to the request can be added as reminders. On adding, these reminders get displayed under
My Reminders in the Home page.

To add new task to the reminder list,
1. Click on the Request tab in the header pane to open the request list view page.
2. Click the Subject link of the request to add reminder.

3. From the request details page, select More Actions drop down menu -> Add Reminder
option. The Reminders page opens.

Reminder
| Attend the dema on softcel 1l Dake 2009-09-10 |
Time 03:00 PM (%
Remind
me [1hr &
" before

Add Cancel |

4. Specify the summary in the provided text field.

5. Select the Date and Time for the reminder. The date field is set to today's date and the time
is set by default as 11:00 AM. Change the date and time settings.

To change the date, select the calender iconi:land choose the date of your choice. From the
time drop down box, choose the time at which the task is scheduled.

6. Select the reminder duration say before 1 hr or 2 hr from the Remind me before combo box.
By default the message would be Never.

7. Click Add. The new reminder is added to the Reminders list in the home page.

To know how to perform further actions on the reminder such as changing the status and deleting the
reminders, refer Reminders.
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Move Request across Business Units

ManageEngine SupportCenter Plus provides you the option of moving requests across business
units. The requests can be moved across business units under many circumstances. For example, a
misplaced request can be moved to its correct business unit using Move Request feature. Consider
two business units - Acme IT and Acme Retail. If a customer unknowingly raises a request related to
Acme IT in Acme Retail then it can be moved to its correct business unit (Acme IT) using the Move
Request feature.

The Move Request feature will be available only when multi tenancy is enabled and two or more
business units are configured in the application. [Refer "Configuring Business Units" for more
information.]

From the Request module you can:
1. Move Request to another Business Unit as a New Request (or)
2. Move Request to another Business Unit as a New Request and Assigning values to the fields

In the first Move option, the request will be moved to the target business unit as a New Request.

In the second Move option, in addition to creating a new request, allows the Support Rep to select or
assign values to the fields in the target business unit. The Support Rep can also assign values to
Additional fields in the target business unit. The default request template of the target business unit
will be applied to the moved request.

Moving Request

To move a request:
1. Click Requests tab in the header pane to open the request list view page.
2. Click the Subject link of the request you wish to move.

3. Select Move Request option from the More Actions drop-down menu. The Move Request
pop up window is displayed.
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Move Request @

Select the Business Unit you want to move the request to:

| Select Business Unit --- v|

Mote: Upon moving the request, it will be created as a New
Request in the target Business Unit, To change the request
properties, use the Map fields & Mowve option.

Mowve Map fields & Move == Cancel

Note

B

The move request option will be displayed under Actions drop-down, if you have
enabled multi tendency through Business Units and if the application has more than
one Business Unit configured. [Refer Configuring Business Units for more
information.]

Select a business unit from the Select the Business Unit you want to move the request
to: drop down.

Click Move if you want to move the request without changing the request properties to the
selected business unit. A confirmation message is displayed.

Click OK. The request is moved to the target business unit.

Note: The request properties such as contacts, accounts, subject, description, attachments,
and conversations will be moved to the target business unit.

Or click >> Map fields & Move if you want to map the fields for target business unit. The

Select the fields to Update and Move section is displayed with Common Fields, Source
Business Unit, and Target Business Unit fields.
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Move Request

Comman fields

Field

Created Cate
Status

Maode
Priosity
Product
Categary

Sub Catagory
Itam

Group
Suppart Rep

Dusky Date

Select the fields to Update and Move

Source Business Unit

General
Value

Mar 17, 2011 12:27 FM
dpen

APRT

MosTnal

Mot Assigred

Dafactive harm [55ue
MNot Functianal

Dame Camera
Cisfective Ikam Group
Jeniffer Doe

Mar 17, 2011 02: 27 PM

Target Business Unit
SCP
walus

Mar 17, 2011 12:27 PM

Open

E-Mail

High

Mot Assignied
Replacement Query
Hot Functional

Dome Camers
Defective [tem Group
administrator

17 Mar 2011, 14:27:11

Additional Fields - Source Business Unit (General) Additional Fields - Target Business Unit (SCP)

Issue ID

rdar Murmber 1035566

Issue Date
Quantity 10

HMove

Cancal

Select the values in the Target Business Unit field and enter values for the additional field in
the Additional Fields - Target Business Unit fields.

Note: The request properties such as status, priority, category, etc., will be available to assign
values for the target business unit. The other properties such as contacts, subject,
description, attachments, conversations, time entries, approvals, and resolutions will be
moved along with the request.

Click Move. A confirmation message is displayed.Click OK.

The request is moved to the target business unit and an email notification is sent to the
contact.

Note:

1. After the field values are assigned for the request, the request is moved from source
business unit to target business unit. The request field values are updated in the
target business unit based on the default request template which is applied in the
target business unit. For example, if the Category field is assigned with the value in
source business unit, then the value for the Category field will get updated only if the
default request template of the target business unit has the Category field.

2. An email naotification will be sent to the contact, if the option is enabled under
notification rules to alert the contact when a request is moved to another business
unit.
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To move bulk requests:

1
2.
3.

Click Requests tab in the header pane to open the request list view page.
Select the check box beside the subject of the request you wish to move.

Click More drop down menu and select Move to option. The Move Request pop up window is
displayed.

Select a business unit from the Select the Business Unit you want to move the request
to: drop down.

Click Move. A confirmation message is displayed.
Click OK. The request is moved to the target business unit.

Note: During bulk movement of request, you cannot map fields for the target
business unit.
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Duplicate Requests

If a single request involves multiple issues and to solve the issues it requires more than a single
support rep then the request can be duplicated and each duplicated request can be assigned to
different support reps. Unlike tasks, where the owner of the request assigns tasks to different support
reps, duplicating the request makes it easier for the support rep to take ownership and complete the
tasks independently.

1.
2.
3.

Click the Request tab in the header pane to open the request details page.
Click the Subject link of the request to be duplicated.

From the request details page, select More Actions drop down menu -> Duplicate Request
option. The Duplicate Request window pops up,

Duplicate Reques ©
Select the number of copies to duplicate this request

Mumber of Copies 1 IE'

Duplicate Cancel

Select the Number of Copies from the drop down list. The maximum value you can select is
9. If you need more than 9 copies of the request, then you need to invoke Duplicate Request
again.

Click Duplicate button. The copies of the request is assigned with a new request ID that
uniquely identifies them. The rest of the information such as the Subject, Description and the
request parameters, is retained as it is.

1. Any Notes, Tasks or Conversation thread added in the original request will not be

present in the duplicated request.
Note

@T 2. The Created Date and Due by Date is different from that of the original request.

3. You can edit the content to specify only necessary information and assign the request
to appropriate support reps.
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- | -
Q

Link Requests

Linking Request option allows you to relate requests to one another and set some references
between them. This feature is useful when more than one request is raised with the similar problem.
When requests are linked, one of the request becomes the "Reference request" and the other
requests are the "Linked requests".

Link Request from the Request List View page
To link two or more requests from the Request List View page,
1. Click on the Request tab in the header pane.

2. From the Request List View page, select the requests that need to be linked by selecting the
check boxes.

3. Click Actions drop down and select Link Requests option.

All Requests
Q Go
2 a Ei‘ Mew Reguest | Actions™ | -- Select Support Rep Iz‘ Assign ‘ c - | 1-4 25 per page Iz‘ Row Count
1] Edit Request Contact Name Assigned To Dueby Time Status Date Q B
y Cl

B4 (# 4 ose George Mallroy Heather Graham Jun 28, 2013 01:28 PM  Open Jun 28, 2013 11:28 AM
Merge

px] €] 3 IAD Mark Anthony John Roberts Jun 28, 2013 01:27 FM  Open Jun 28, 2013 11:27 AM
Link Requests {b

= # 2 Archive Irt Sharon Harper Jeniffer Doe Jun 28, 2013 01:27 PM Open Jun 28, 2013 11:27 AM

x| # 1 Delete e Directory  Adam Smith Heather Graham  Jun 28, 2013 01:26 PM  Open Jun 28, 2013 11:26 AM

4. The Link Request pop up appears. By default, the earlier created request is selected in the

drop down. But you can select any of the requests to be set as ‘Reference Request’ from the

drop down list.
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4 Requests selected

Select a Reference Request to link

#1 Cannot import uses from Active Directory |E|
3 4 2 1
Comment

Requests related to Active Directory issues are linked.

Link Requests Cancel

3

5. If you would like to remove any of the selected request before liking, click on the icon ’{E’
beside the request ID.

6. Specify any relevant comment about linking requests in the Comments text box.

7. Click Link Requests button to link the requests. Here, the request selected in the Link
Request pop up becomes the ‘Reference Request’ and the other selected request becomes
the ‘Linked Request'.

Once the requests are linked, the Reference request and Linked request will be indicated by different
icons in the request list view page. By clicking on the Reference request icon & the Linked Requests
screen pops up and by clicking on the Request ID of the linked requests, one can navigate to the
requests linked to the current request. Options to remove links between requests are also provided
here.

When you click on the Linked request icon <-p, the Linked Request screen pops up displaying the
details such as request id of the linked request, linked to request id (reference request id), linked by,
and comments. You will also have an option to remove link between requests.
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#2 - Issue with scheduling AD import

Linked To  #1 Cannot import uses from Active Directory

Business Unit : General

Linked by administrator - Jun 28, 2013 11:41 AM

Comments

Requests related to Active Directory issues are linked.

Remowve

Link Request from the Request Details page
To link two or more requests from the Request Details page,

1. Click on the Request tab in the header pane.

2. From the Request List View page, click the Subject link of the request you want to link. This
opens the Request Details page.

3. Inthe request details page, click More Actions drop down and select the Link Requests
option. This opens a pop-up window with a list of requests.

4. Select the requests that need to be linked by selecting the check boxes.

5. Specify any relevant comment about linking requests in the Comment text box.

6. Click the Link Requests button to link the requests. Here, the request through which the
linking is made becomes the "Reference request" and other selected request are its "Linked
request".
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Link Requests - Request ID: 1

“iew All Requests Iz‘
Showing 1- 3 of 3 Show 3 lz‘ per page
iD Subject Contact Assigned To Status
2 Izzue with scheduling AD impor... Sharon Harper Jeniffer Doe Open
3 Problem with listing of OU's i... Mark Anthony John Roberts Open
4 Izsue with AD authentication George Mallroy Heather Graham Open

Comment

Requests related to Active Directory issues are linked.

Link Requests Cancel

7. Once the requests are linked, all the linked request can be viewed by clicking on the Linked
Requests button available in the Request Details page. The Linked Requests screen pops up
and by clicking on the Request ID of the linked request, you can navigate to the requests
linked to the current request.

+“— Edit Close w Assign w Maore Actions w Reply + 4 » Linked Requests (3)

ID : 1 - Cannot import uses from Active Directory

Status +
Created On : Jun 28, 2013 11:26 AM

Contact : 1| Adam Smith

Priority : N

Due Date : ]|

Request = Account Info | Resolution | Time Entry @ Activities | History

= Linked Requests (3) @

#1 - Cannot import uses from Active Directory
Remove
|:| ID Subject Status Business Unit Comments -
[ 2 Issue with scheduling AD import Cpen CpManager .,J Remove
[ 3 Problem with listing of OU's in AD Cpen SCP .,J L\\’
Reply . N
| O 4 Issue with AD authentication Linked by administrator - Jun 28, 2013 12:06 FM x | b
All Con Comment
Requests related to Active Directory issues are linked.
Requeg
Status
Categor]

8. If you would like to remove the link of any of the linked request, hover over the request, the
Remove link appears. Click Remove link to remove link between the requests.
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Attributes of Reference Request and Linked Requests:

e Any Linked request can be associated with only one Reference request at any time.

o If a Reference request (A) is made as the Linked request of a new Reference request (B),
then all the Linked requests earlier associated to Reference request A will be linked to the
new Reference request (B).

e If a Request request (A) has a Linked request (B) and when you try to link a new request (C)
with Linked request (B), then while linking:

e Ifrequest (C) is selected as a Reference request, then the request (C) becomes the
new Reference request and request (B) becomes the Linked request for (C) and (B)
is no more linked to Reference request (A).

e If request (B) is selected as a Reference request, then the request (C) is added as
Linked request along with (B) for the Reference request (A).

e Even though requests are linked to a Reference request, they will still be considered as
independent requests with their own SLA, Business Rules, and so on.

e Links between requests can be added, modified and also removed. Each of these operations
will be recorded in the request History.

e Links can be created between requests belonging to different request templates.
e Closing and re-opening of requests is independent to both Reference and Linked requests.

¢ Requests cannot be linked through API or E-Mail Command features.
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Printing Requests

You can print and preview the entire request content using Print Preview option. To print a request,

1. Click on the Request tab in the header pane to open the request list view page.

2. Click the Subject link of the request to be printed.

3. From the request details page, select More Actions drop down menu -> Print Preview
option. The pop up of the request in printable format opens. The page displays request
details, resolution and request history of the request.

4. Click Ctrl + p to print the request.

Zoho Corporation Pvt. Ltd.

144



ManageEngine SupportCenter Plus - Admin Guide )

Mark as First Response

Once the support rep replies for the request to the contact through mail, the responded date and time
is updated automatically in the Request Details page. Instead if the support rep replies for the request
through phone call then the support rep can select Mark as First Response sent from the Actions
drop down to update the responded date in the Request Details page.

To mark as first response sent:

1. Click the Requests tab in the header pane to open the request list view page.

2. Click the Subject link of the request for which you want to mark the first response.

3. From the request details page, select Actions drop down menu -> Mark as First Response

sent option.

+“— Edit Close - Assign -
ID : 1 - Cannot import uses from Activ
Created On : Jun 28, 2013 11:26 AM
Contact : 1| Adam Smith

Request = Account Info | Resolution
Subject : Cannot import uses from Active [
Hi,

We are unable to import users from the Acti

Mare Acticns v

» Stop Timer

» Add Note

» Add Attachment

» Add Time Entry

» Add Reminder

» WView Reminder(s)
» Merge Request

» Link Requests

» Move Request

» Duplicate Request
» Archive

» Delete

» Print Preview

» Print Job Sheet

Linked Requests (3)

listory

Please do the neadful.

» Mark as First Response sent{h.,)!

Thanks,

Adam Smith

Reply Forward

Request Properties Edit

Status Open

ALLIVILIC
» Add Task
» Add Event

Canned Responses

» Manage Canned Responses

» Add New Canned Response

Resolution

All Conversations Notes Sha » Enter Resaolution

¥ Search Solutions

Approve

» Submit For Approval

Others

» View Contact Details

» View Requests by Contact

Category Mot Assigned

Group Not Assigned

Support Rep Heather Graham

4. The Responded Date field appears with the date and time in the Request Details page.

Note

7 Once the support rep replies for the request, the Mark as First Response sent
option will not be available in the Actions drop down.
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Canned Response are pre defined email notification for frequent replies, with which the support reps
can reply to emails with ease. Other than customized template for individual mails [refer notification
rules], canned response can be sent to the frequently raised requests. It reduces the response time
and also provides a personal touch to the request. The response can be made private or public
according to your convenience. You can add, manage and share a canned response.

Manage Canned Response

Manage Canned Response gives the list view of all the available canned response along with its
template name and access ability. From the this page you can add, edit and delete the canned
response.
1. Click on the Request tab in the header pane to open the request list view page.
2. Click the Subject link of a request.
3. From the request details page, select More Actions drop down menu -> Manage Canned
Responses option under Canned Responses block. The page opens to view the list of
available canned response. From this page, you can add, edit and delete a canned response.

Add New Canned Response

To add a new canned response,

1. Click on Add New Canned Response link available on the right hand side of the
page. The New Canned Response page opens.

Note 1. You can also add a New Canned Response from Add New drop down link.

5
@? 2. Alternatively, you can also add a new canned response from Actions drop
down menu -> Add New Canned Response option.

N

Specify a uniqgue Name for the canned response. This field is mandatory.
3. Enter a brief Description of the canned response in the field provided.

4. You can customize the Subject and Message content by typing the text of your
choice and also adding other variables that you wish to display as a part of the
subject or message content.

5. Click the corresponding variable from the list box beside the respective field to add
variables.
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Reguests > New Canned Response

New Canned Response Manage Canned Responses

Name = Acknowledgement

Drescription Acknowledgement reply sent to the

contact.

Customize Subject and Message

Choose Subject variables

Subject * --Choose Option -- =
- Request ID [l
Re: [Request ID :#&#$Requestld&#&] : $Title Created Date =
Due By Date
Response DueBY Time =
Message
B 7 U % 22 A L NFIEE=EEE == IEE 1%3 es G2 - Choose content variables
--Choose Option -- -
Dear $Contacthame, Request ID |
o . To 1=
This is an acknowledgement mail for your request

. Your request has been created with id

cC =

$Requestlid. The subject of the request is : $Title. As this is an automated response, you Created Date
need not reply to this mail. Due By Date

Response DueBY Time
Please get back to us for any further clarification. Subject

Description

Reason For Update
Regards, Status
Support Team. Priority

Mode v

& aAllow all Support Reps to access this template

Save Cancel

The response can be made either private or public accordingly to your convenience.
You can share the canned response with other support reps by enabling Allow all
Support Reps to access this template check box.

7. Click Save. If you do not wish to add a canned response then click Cancel.

Editing Canned Response

You can edit the canned response from the manage canned response list view page. To edit
a canned response,

1. Click the Edit icon [ beside the Template name you wish to edit.

2. From the Edit Canned Response form, edit the details and Save the changes.
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Deleting Canned Response

You can delete the canned response from the manage canned response list view page. To
delete a canned response,
1. Click the Delete icon [# beside the Template Name you wish to delete. A pop up
window confirming the delete operation appears.
2. Click Ok to proceed. The template is deleted from the available list.

Replying via Canned Response

You can reply to a request (frequently raised) using canned response by,

1.
2.

© N oo

10.
11.

12.

From the request details page, click Reply button to open the Reply To Contact pop up.

By default, the Subject and the Description fields are pre populated with the specified
values.

If the email address of the contact is specified in the application then the same is populated in
the To field.

You can also send the same information to more than one person by specifying the mail
address in CC field.

If you do not wish to disclose the recipient then specify the mail address in the BCC field.
Click Attach a file button to attach relevant files.

Select Canned Responses drop down to open the list of available canned response.

Select the canned response you wish to use from the list. A alert message stating that the
Subject and description field will be overwritten appears.

Click Ok to proceed.

The customized subject and message content is displayed.

Click Send to send the mail to the concern person. Click Save if you wish to save the mail to
edit it in future.

Click Save and Send for review if you wish to save the mail and send it for review to the
concern authority. Enter the mail address of the concern authority to review the reply in the
To field.

If you do not wish to reply to the request, click Cancel.
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Adding Resolution

Resolution is a documented information on how the issue was resolved. This documented information
is very useful to resolve similar issue and can be saved in the knowledge base. You also have an
option to search for resolutions from the solutions database using the Search Solutions link.

To add resolution for a request,
1. Click the Requests tab in the header pane to open the request list view page.
2. Click the Subject link of the request to add the resolution.

3. From the request details page, click on the Resolution tab and click Add Resolution link
[OR]

Select More Actions drop downmenu -> Enter Resolution option.

4. Check if resolution already exists for the request, if not enter the resolution.

+— Edit Close w Assign w More Actions w Reply «

» Stop Timer
ID : 5 - Iphone display is not working | , add note

A A Status : Open
Created On : Jun 28, 2013 02:35 FM » Add Attachment
Contact : |27 Sharon Harper » Add Time Entry oy 6 [ome]
: [T
» Add Reminder Dus Date : Jun 28, 2013 04:35 PM

(| 22223232 |[8| 9847637432

» View Reminder(s)

» Merge Request

Request | Account Info Resolution listory

» Link Requests
» Move Request

+ Duplicate Request X X
= Mo Resolution Available
v Archive

Search Solutions » Delete Add Resolution

» Print Preview

» Print Job Sheet

» Mark as First Response sent
Activities

» Add Task

» Add Event
Canned Responses

» Manage Canned Responses

» Add New Canned Response

Resolution
» Enter Resolution {b

» Search Solutions

Approve
» Submit For Approval
Others

+ View Contact Details

» View Reguests by Contact

5. You can search for solutions that might help you resolve the issue described in the request
using Search Solution link. To know more refer Search Solutions.

6. You can change the status of the request from the Status drop down.

7. To add the Time Spent Entry for the request, enable Add Time Entry check box. To know
more on adding a Time Entry, refer Time Entry.
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8. Save the resolution. You can see the resolution getting displayed in this page else click Save
and Close button.

9. If you wish to add the resolution to the solutions database, then click Save and Add to
Solutions.

1. The page navigates to the New Solution form where the Subject and Content fields
are populated automatically.

You can Attach relevant files to the solution.
Select the relevant parent topic from Topic drop down menu.

If required enter keywords for the solution in Keywords text box.

a M DN

You can also publish this solution in Self-Service Portal on enabling the check box.

Edit Resolution

You can edit the existing solution using Edit Resolution option.
1. From the request details page, click the Resolution tab.

2. Click Edit link on the right hand side of the page. The resolution page opens in editable
format.

3. Modify the details and Save the changes.
Alternatively,

1. From the request details page, select More Actions drop down menu -> Edit Resolution
option.

2. The resolution page opens in editable format.

3. Modify the details and Save the changes.
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Search Solutions

From the request, you can search for solutions that might help you solve the issue described in the
request.

To search for solutions,
1. Click the Requests tab in the header pane to open the request list view page.
2. Click the Subject link of the request for which you want to search for solution.

3. From the request details page, select More Actions drop down menu -> Search Solutions
option. The search solutions page with a Search text box opens as shown below.

Solutions > All Solutions > Search Solutions "how do i reset the admin password"

All Solutions

Request ID : 75 Status : Open
Category : Not Assigned

Level : Not Assigned Priority : High

Q .reset the admin password Search Browse by Topics = Cancel

Copy to 0-0of0D ._..25 per page v |
resolution

Fl Subject Topic Name Views Created On Public Created By Q B

No Solutions Available

4. Provide a search string in the Search text field and click Search or press Enter. The
solutions that match the search string is displayed.
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Submit For Approval

If a request requires formal approval from the manager before you act upon it, you can submit the
request for approval using this option. On submitting a request for approval, an Approval tab appears
in the request details page. Your manager will receive a Request for Approval mail with a link to
approve or reject the request.

To submit the request for approval,
1. Click the Request tab in the header pane to open the request list view page.
2. Click the Subject link of the request to send for approval.

3. From the request details page, select More Actions drop down menu -> Submit for
Approval option. The Submit For Approval page.

4. Specify the To address. This field is mandatory.

5. If required you can edit the Subject and specify relevant subject text in the given field. This
field is also mandatory.

6. Specify the relevant Description in the given text field. The $ApprovalLink is a variable and
should be available in the mail to replace the variable with the link where you have the
request detalils.

7. Send the mail for approval.

Submit For Approval

[ Close ]
* Tg [shawn@acme.com 1
* Subject | Approval required for a Request

[Description

Tg| | 9 ([ [i=|les| &) o

=5
-]
by
=
I
(I
]
1]
|
111

Regards,
Bill Thomas

Send Cancel
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On sending the mail, the manager receives a Request for approval mail with a link. Clicking on the
link opens a form with Approve and Reject option along with the request details.

The manager has to Approve or Reject the request based on the requirement. And save the details.

Action @Apprm’e lC}FiEjEIIt

Comments

Save

Sub Category Mot Assigned Priority High

Item Not Assigned Mode Mot Assigned

Level Mot Assigned Created Date Sep 28, 2009 05:32 PM
Due Date Sep 29, 2009 09:32 AM Product Faclities Desk

Created By administrator

An Approvals tab appears in the request details page beside the History tab. All the mails sent for
approval is listed in descending order with details like Sent On, Sent To and Status of approval.

Once the request is approved by the manager the status of the request changes to Approved. If
rejected by the manager the status of the request changes to Denied as shown below,

Request = Account Info Resolution | Time Entry @ Activities  Approvals @ History ©

| Send For Approval | | Show all | | Hide All

Sent On : 04 Nov 2013, 12:17:17 Status : 6 Approved ( 1/1) Expand
Sent On : 04 Nov 2013, 12:15:50 Status : @ Pending Approval ( 1/1 ) Collapse
Sent To : adam@zohocorp.com Status : Pending Approval

1. Pending Approval on 04 Nov 2013, 12:15:50
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View Contact Detalls

While attending to a request, you might want to contact the customer for additional information. To

view the contact details,

1. Click the Request tab in the header pane to open the request list view page.
2. Click the Subject link of the request for which you want to view the contact details.
3. From the request details page, select More Actions drop down menu -> View Contact

Details option. The Contact Details page pops up.

g Sharon Harper
Engineer

E-mail sharon@acme.com
Phone 925-852-2588
Mobile 925-852-2592

Account Name Acme Corporations

Description Engineer

Contact Details pop up contains details such as, name of the contact, job title, email address,
phone and mobile number of the contact, Account to which the contact belongs and

Description.

Alternatively you can also view the contact details by clicking on the contact name in the
request details page as shown,

i+ Edit Close - Assign - Mare Actions w Reply -

ID : 77 - Iphone display is not working
Created On : Sep 29, 2009 12:55 FM
Contact : | 25 E‘lzl_ta-’cr Harper |{ Acme Corporations )

L 925-852-2580 B 925-352-2592 ©2 Send Inwvite

Request  Account Info Resolution Time Entry  History

Subject : Iphone display is not working
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View Requests by Contact

You can view all the requests raised by a contact from the request details page. Say, you are
resolving a request raised by Sharon Harper and would like to view all the request she has raised into
SupportCenter Plus application then,

1. Click the Request tab in the header pane to open the request list view page.
2. Click on the Subject link of the request.

3. From the request details page, select More Actions drop down menu -> View Requests by
Contact option. All requests raised by Sharon Harper is listed.

Open Requests by Sharon Harper
Showing :_Ljpen -Requests V Showing 1- 17 of 17 Shaw;l"l.? V per page

Subject Assigned To Due By Status Date

Iphone display is not workin... administrator Sep 29, 2009 01:55 PM  Open Sep 29, 2009 12:55 PM
Iphone display is not workin... administrator Sep 29, 2009 01:18 PM  Open Sep 29, 2009 12:18 PM
how do i reset the admin passw... Jake Thomas Sep 29, 2009 09:32 AM Open Sep 28, 2009 05:32 PM
Iphone display is not working lake Thomas Sep 28, 2009 05:35 PM  Open Sep 28, 2009 04:35 PM
Cannot restore the backup data... Ruth Hinks Sep 29, 2009 11:26 AM Open Sep 28, 2009 03:26 PM
Cannot restore the backup data... Ruth Hinks Sep 29, 2009 11:26 AM  Open Sep 28, 2009 03:26 FM
Iphone display is not workin... administrator Sep 25, 2009 12:16 PM  Open Sep 25, 2009 11:16 AM
Re: [Request ID :##652%] : ... administrator - Open Sep 25, 2009 11:19 AM
Iphone display iz not working Jake Thomas - Open Sep 25, 2009 10:32 AM

From this page, you can view the requests list based on filters and also view the details of a
request by clicking on the Subject link.
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Replying to the Contact

Sending a response to the contact is required when a new request is received. Also, when a support
rep is ready to close a request, the same can be notified to the contact so that if the contact has any
concerns about the same, he/she can raise the issue. The support rep can then address the issue
and close the request after the contact is completely satisfied.

To respond to the contact,

1
2.
3.

Click the Request tab in the header pane to open the request list view page.
Click the Subject link of the request to be replied.

From the request details page, select Reply drop down menu -> Reply option. The Mail to
Contact form pops up.

Alternatively, you can click the Reply link below the Description from the request details page.

The From address is pre populated with the Reply-To mail address configured under Malil
Configurations under Admin module.

If the email address of the contact is specified in the application then the same is populated in
the To field.

You can also send the same information to more than one person by specifying the mail
address in CC field.

If you do not wish to disclose the recipient then specify the mail address in the BCC field.

By default, the Subject and Description fields are pre populated with the specified data.

Warning
While editing the subject of the email, ensure that the request ID value remains

| intact with the # symbols beside it.

You can customize the message and content using Canned Response. Select the Canned
Response from the available list. A message alert stating that the Subject and Description
fields will be overwritten appears. Click Ok to proceed. To know more refer Canned
Response.
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Send ~ Save as Draft Save and Send for review Set Encoding Cancel

Jake Thomas =<jake@acme.com=

sharon@acme.com

Add Beo

Re: [Request ID :##17612##] : Change the battery of Iphone

Attacl =
eI Ooch Insert Canned Response + 7 [Insert Solution
2 T —— Replacement of Iphone son
BJZ U#?h ¥ AdDdDRINNESE=EFT | o € -

On 25-July-2013 11.26 Sharon Harper wrote --- Replacement of Iphone

Hello,

I would like to replace the battery of my Iphgone as it does not seem to work properly. I'm still under
the warranty period and would like to get it changed.

Regards,
Sharon Harper

10. You can insert solutions directly into the application using Insert Solution link. Select a
Topic. The corresponding solutions title under the topic is displayed. Click Insert Solution
link beside the specific topic. The solution is added automatically as the message content.

* | Re: [Request ID ;##17612##] : Change the battery of Iphone

Attach .
L Ot Insert Canned Response w 7| Insert Solution
Select a Topic Select a Title Q
* General * | | Replace Battery
sl _QUEHEE Change the battery of the Iphone Insert Splution
* Support Queries % ﬁ

» Transportation Queries

» Warranty Queries

11. Click Attach File(s) to add files as attachments to the mail.

12. Click Send to send the mail to the concern person. You also have an option to change the
status of the request and send it to the concern person. If you would like to set the status of
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the request, click the icon
then select the Status from the drop down which you wish.

beside Send button and select Send and set status option,

Send - Save as Draft Sawve and Send for review
Send
Send and set Status e * Cluseu:i. il
ro™ sharon@a_ne.cc on ok
v Open
Rezolved
Re: [Request ID :#£17612%%] : Change the batt
4 Attach

13. You have an option to Save the request as draft. The email saved as drafts can be viewed,
edited, deleted and sent for review from the request details page as shown below,

Edit My Draft | Send for review | | Delete
+“— Edit Close « Assign v Maore Actions + Reply « >
ID : 41 - Replacement of battery

Status : Dpen

Created On : Apr 4, 2013 04:11 FM

Contact : 2 Sharon Harper (Acme)

Priority

Due Date :

i Normal

Apr 5, 2013 09:11 AM

(| 22334455 ([B| 9867564738 €3] Send Invite

Request = Account Info | Resolution | Time Entry @ Activities  History

14. Click Save and Send for review if you wish to save the mail and send it for review to the
concern authority. Enter the mail address of the concern authority to review the reply in the
To field.
The responses that have been sent to the contact can be viewed as conversations in the request
details view.
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Forwarding Requests to Support Reps

If the support rep is unable to resolve a request and requires further assistance, then the support rep
has an option to forward the request to other support reps. The conversation thread between the
support reps are private and hence cannot be viewed by the contact. To know more, refer Request
Conversations.

To forward a request,

1.
2.
3.

Click the Request tab in the header pane to open the Request list view page.
Click the Subject link of the request to be forwarded.

From the request details page, select Reply drop down menu -> Forward the Request
option. The Forward Request page pops up.

The From address is pre populated with the Reply-To mail address configured under Malil
Configurations under Admin module.

If the email address of the contact is specified in the application then the same is populated in
the To field.

You can also send the same information to more than one person by specifying the mail
address in CC field.

If you do not wish to disclose the recipient then specify the mail address in the BCC field.

By default, the Subject and Description fields are pre populated with the specified data.

Warning
While editing the subject of the email, ensure that the request ID value remains

! intact with the # symbols beside it.

You can customize the message and content using Canned Response. Select the Canned
Response from the available list. A message alert stating that the Subject and Description
fields will be overwritten appears. Click Ok to proceed. To know more refer Canned
Response.
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& Send ', Save & save and Send for review 3 Cancel

From * :Jakg Thomas <jake@acme.com=
adam@acme.com
To
Cc
Add Bee
Subject * |[Fwd: £&1122 ; replace the battery of Iphone]

Canned Responses ™  Insert Solubion

=

F T B 7 |1 E=

=2 T % 0 = === F@E Y

Caontact : Sharon Harper

Due by time : 22-Feb-2010 17:49
Category : General

Description : Hello,

|
I would like to replace the battery of my Iphone as it does not seem to work properly. I'm still under the |
warranty period and would like to get it exchanged.

Regards,
Sharon Harper
Click for details : hitp:// 180280/ WorkOrder.do?woMode=viewWOawglD=11

0 Attach File(s) | Attached files [

10. You can insert solutions directly into the application using Insert Solution link. Select a
Topic. The corresponding solutions title under the topic is displayed. Click Insert Solution
link beside the specific topic. The solution is added automatically as the message content.

Subject* | pg. [Request ID :##17612#%] : Change the battery of Iphone

& Attach ;
it Inzert Canned Response » 2| Insert Solution
Select a Topic Select a Title Q)
* General “| | Replace Battery

» Replacement Queries

. Change the battery of the Iphone Insert Splution
* Support Queries il ﬁ

» Transportation Queries
* Warranty Queries

11. Click Attach File(s) button to add files as attachments to the mail.

Zoho Corporation Pvt. Ltd.

160



o -
ﬁ ManageEngine SupportCenter Plus - Admin Guide )

12. Click Send to send the mail to the concern support rep.

13. You also have an option to Save the request as draft. The email saved as drafts can be
viewed, edited, deleted and sent for review from the request details page as shown below,

Edit My Draft 4 Apr 2013,17:28 | Send for review | | Delete

+~ Edit Close » Assign ¥ More Actions + Reply « >

ID : 41 - Replacement of battery
Status i Open
Created On : Apr 4, 2013 04:11 PM

Priority : Normal
Contact : 3_:] Sharon Harper (Acme)

e Cue Date : Apr 5, 2013 09:11 AM
(| 22334455 |8 9867564738 @3 Send Invite

Request = Account Info | Resolution | Time Entry | Activities  History

14. Click Save and Send the request for review if you wish to save the mail and send it for
review to the concern authority. Enter the mail address of the concern authority to review the
reply in the To field.
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E-mail the Support Rep

A support rep can be notified when a new request is assigned or an already existing request is
reassigned to him/her using this option.

To email a support rep,

1.
2.
3.

Click the Request tab in the header pane to open the request list view page.
Click the Subject link of the request to be replied.

From the request details page, select Reply drop down menu -> E-mail the Support Rep
option. The Mail to Support Rep form pops up.

The From address is pre populated with the Reply-To mail address configured under Malil
Configurations under Admin module.

If the email address of the contact is specified in the application, then the same is populated
in the To field.

You can also send the same information to more than one person by specifying the mail
address in CC field.

If you do not wish to disclose the recipient then specify the mail address in the BCC field.

By default, the Subject and Description fields are pre populated with the specified data.

Warning
While editing the subject of the email, ensure that the request ID value remains

| intact with the # symbols beside it.

10.

11.
12.
13.

You can customize the message and content using Canned Response. Select the Canned
Response from the available list. A message alert stating that the Subject and Description
fields will be overwritten appears. Click Ok to proceed. To know more refer Canned
Response.

You can insert solutions directly into the application using Insert Solution link. Select a
Topic. The corresponding solutions title under the topic is displayed. Click Insert Solution
link beside the specific topic. The solution is added automatically as the message content.

Click Attach File(s) button to add files as attachments to the mail.
Click Send to send the mail to the concern support rep.

You have an option to Save the request as draft. The email saved as drafts can be viewed,
edited, deleted and sent for review from the request details page as shown below,
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Edit My Draft 4 Apr 2013,17:28 | send for review | | Delete |

-~ Edit Close = Assign w More Actions w Reply + »

ID : 41 - Replacement of battery
Status : Open
Created On : Apr 4, 2013 04:11 PM
Pricrity : Normal
Contact : 2= Sharon Harper (Acme)
Due Date : Apr5, 2012 09:11 AM

(| 22334455 |[§ 2867564733 62 Send Invite

Request = Account Info | Resolution | Time Entry | Activities = History

14. Click Save and Send the request for review if you wish to save the mail and send it for
review to the concern authority. Enter the mail address of the concern authority to review the
reply in the To field.
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SMS the Support Rep

You can also notify the support rep through SMS when a new request or an already existing request
is assigned to him/her using this option.

To send an SMS to a support rep,

1.
2.
3.

10.
11.

Click the Request tab in the header pane to open the request list view page.
Click the Subject link of the request to be replied.

From the request details page, select Reply drop down menu -> SMS the Support Rep
option. The Mail to Support Rep form pops up.

The From address is pre populated with the Reply-To mail address configured under Malil
Configurations under Admin module.

If the SMS Id of the contact is specified in the application then the same is populated in the
To field.

You can also send the same information to more than one person by specifying the SMS Ids
in CC field.

If you do not wish to disclose the recipient then specify the SMS Ids in the BCC field.
The Subject field is pre populated with the request Id.

The Description contains the contact name, due by date and title of the request. You can
modify the Subject and Description as required.

Click Attach File(s) to add files as attachments to the mail.

Click Send. You have an option to Save the request as draft and Save and Send the
request for review. The email saved as drafts can be viewed, edited, deleted and sent for
review from the request details page.
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Importing Requests from XLS file

ManageEngine SupportCenter Plus provides an easy-to-use XLS import option to import bulk
requests from your existing application or even from other applications. The total size of the XLS file
that you are importing should not exceed 20 MB.

Apart from this import option, you also have other import options in SupportCenter Plus such as
"Importing Account & Contacts from CSV file", "Importing Products from CSV file" and "Importing

Sales Details from CSV file".

To import requests from XLS file,

1. Click on the Requests tab in the header pane to open the Request List view.

Home Requests Solutions

Contracts Accounts Contacts Admin Reports

Dashboards w

All Requests
Q Go | &} Import Requests
7 Q Eﬂ,| MNew Request | Actions = | -- Select Support Rep lz‘ Assign o |~ 1-4
] D Subject Contact Name Assigned To
F BE & a Issue with scheduling AD import Rohan Aaron Shawn Adams
F & [# 3 Unable to loging through portal. John Adams John Roberts
= E & 2 Problem with the printer sharon Harper Howard Stern
B BE @ Replacement of battery Adam Smith Heather Graham

|

| € add new... v] | @Logacal | |

i

Status
Open
Open
Open

P Open

25 per page lz‘ Row Count
Date
Aug 23, 2013 12:43 PM
Aug 23, 2013 12:45 PM
Aug 23, 2013 12:44 PM

Aug 22, 2013 02:06 PM

Q B

2. Click Import Requests button to import requests from XLS. This opens the Import Requests

page.

Below are the steps to import requests from XLS file.

Step 1: Upload XLS file

1. Click on Choose File button to select the XLS file.

2. On choosing the XLS file from the File Upload window, click Open. The name of the file
appears automatically beside the Choose File button.
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3.

Import Requests

Step 1 of 3: Upload XLS File
Select an XLS file to upload. Download a Sample XLS file.

Choose File Requests.xls

Click Next button.

NOTE: A sample XLS file can be downloaded by clicking on the Download XLS file link.

Step 2: Map fields

In this step you can map the SCP fields with the corresponding XLS fields to make sure the request
values are transferred properly. The field names of the XLS file are populated in the drop down boxes
beside the each field label in SCP.

To map fields,

1.

Select the XLS Sheet Name from the drop down. The total row count of the selected sheet
will be displayed beside the field. If the selected sheet contains no rows, then an alert
message will be displayed.

Map the application request fields with the field names from (selected sheet) the XLS file. Any
additional fields added for the request will also be displayed.
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Import Requests

Step 2 of 3: Map Fields

Columns in ¥LS file are populated in the select boxes beside each field label. The mapping needs to be provided for request fields with the field names from the ¥LS file.

Zheet Mame Sample List « Request Count: 3

Request Fields

Subject * subject - Priorty priority T‘
Description description 7 Leve level Tl
Contact * requEster name =) Made —Select-- ﬂ
Status --Select-- - Category category - |
Resolution resolution =] Sub Category --Select-- T‘
Group --Select-- E3 Ttem —-Select-- =
Support Rep support rep Ed Product —Select-- vJ

Contact Details

E-mail --Select-- [=] Phone --Select-- =]
Mobile --Zelect-- = Account account __!J
Date & Time Format : Aug 14, 2013 03:08 PM lm] Select the Date and Time format given for date fields in XLS. This format will be set for all the date fislds.
Date Fields

Created Date --Select-—- r Resolved Date -—-Select-- ﬂ
Completed Date --Select-- -

Additional Fields

Count —-Select—- -

Previous m Cancel

3. Select the Date & Time Format from the drop down to represent all the date fields.

NOTE: The formats available in the drop down are only supported in the XLS file.
4. Click Next button to go the next page. Click Previous button to go back to Step 1.

1. There are some system-defined mandatory fields that need to be mapped before
import. For example, Subject and Contact fields. Importing request is not possible if
Note these system-defined mandatory fields are not mapped.

@T 2. The same date and time format used in the XLS files for date fields should be selected
in the Date & Time Format field during field mapping. The format selected here will be
set for all the date fields.

3. The default request template will be applied to the imported requests.
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Step 3: Review Mapping

The following points should be noted during the import:

e During the import process, each record from the XLS file will be considered as a new request
and added in SupportCenter Plus.

o While importing Resolved/Closed requests and if the request closing rules are not matched,
then the requests will be added with 'Open' status.

e For requests with no status available, 'Open' status will be applied during the import.

e For the requests without created time selected, then the current system time will be set as
request created time.

e For requests with Closed/Resolved status and the completed time is not available, then the
current system time will be set as completed time.

¢ Notifications on request creation will be disabled.
Click Import button to proceed.
Import Status
This section appears whenever a new field value is available for the mapped field in the XLS file. For
example, if a new priority 'Urgent’ is available in the XLS file, then the field name 'Priority' with the new
value 'Urgent' will be displayed in this section. To get the new values imported, you will have to add
the new values under Admin module prior to the import. You can also skip adding the new values by
selecting Import without adding the above field values check box. Click Import button. The

requests are imported from the XLS file.

NOTE: Requests cannot be imported unless you add the new values or skip adding the new values.
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Import Requests
Import Status

Following field values should be added in SCP prior to import.

Request Field Values in XLS
Priority urgent

Lewel tier 5

Support Rep adam smith

Category service & maintenance

[] 1mpaort without adding the above field values

Previous Cancel

Import Summary

On completion of the import, the total records on the selected sheet, the number of records imported
and the number of records failed to import are displayed under this section. A list of failed records and
the reason for failure are represented in the form of a link. You can click the ‘View XLS File’ to view
the list of failed requests. To view the reasons for import failure, click ‘Error Details’ link.

The possible reasons for request import failure are as follows:
e The mandatory fields such as Subject and Contact Name could be empty in the XLS file.

o Closed/Resolved request date could be earlier than the Request Created date.

Click Finish button to view the imported requests in the Request List view.
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Import Requests

Import Summary

Sheet Name : Sample List
Total Records 3
Added Records 2

Failed Records 1 View XL5 File  Error Details

Warning If there are any failure records while importing the requests from XLS, do not re-

import the same XLS file. Instead, download the failedRequestsList.xls by
clicking on the View XLS File link available in the Import Summary page, correct
the errors and then import to avoid duplicate requests.
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Solutions

ManageEngine SupportCenter Plus application provides a facility to record solutions of the frequently
(common ) raised requests. The recorded solutions function as a knowledge base of solutions. Thus,
when you receive a request, refer to the recorded solutions and solve it. This reduces the turnaround
time in attending to the requests generated by the contacts and closing the same.

All contacts and support reps who have permissions to view the solutions knowledge base can

access this section of the application. The SupportCenter Plus administrator can assign access
privileges to the various support reps for the solutions section. This access privilege can vary from just
view only privilege to full control privilege. For setting the access privileges to support reps, refer to
the Configuring Support Reps and Configuring Roles sections.

You can access the solutions even without logging into the application, but will be able to view only
those solutions that are published in the Self Service Portal. These solutions have to be approved by
the concern support reps. The contacts can be restricted from viewing all the solutions in Self Service
Portal using the Topics Template. To access the knowledge base directly without having to login to
the application, type the URL provided below in the address bar of the browser:

http://<server name>:<port number>/portal (OR)

http://<server name>:<port number>/sd/SolutionsHome.sd

where, the <server name> is the name of the server where SupportCenter Plus is installed and <port
number> is the port where the application is running.
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Solution List View

The solution list view page displays all the solution configured in SupportCenter Plus application. The
page includes various useful functionality such as,

e option to view solution based on filters.

e customize columns to be displayed in the list view.

e set the number of solutions to be displayed per page.
e search for solutions using search string or solution ID.
e adding and managing topics.

On clicking to the Solutions tab in the header pane, the page re-directs to the solution list view page,

Support | Help » | Preferences | @ + administrator (Log out

ManageEnging

SupportCenter /"

Home Requests EVMILITE Contracts Accounts Contacts Admin  Reports Dashboards v O\"

A ([ ©addren. -] [@ogacal | i)

¥ Views P~ All Solutions iz Manage Topics ™ Topics Template
» Recent Solutions
a Search Browse by Topics
» All Solutions L Search | ¥ Topics ¥
» Approved Solutions @ D],| +# New Solution | Actions = | 1-30f3 d 25 per page v
Approval Pending Solut...
Title Topic Views Rating Comments Created on & [

Solution-Drafts

»
»

. . How to reset admin password {
» Rejected Solutions °
»

F 7 ow t ioned below which id help you to - 1
ired Solutions H 1 & e Follow th foned below which woul P Y General 6 LY Mar 17, 2014 11:41 AM
Expired Soktions g reset the "a strator™ password as “admin”. 1 0 -
» Expiring in next 7 day... Connect to My
{ Troubleshooting exception during Date Restore (4
. = ¢ while restorin = YS stallation, i T - - E
v/ Comments 5 # e While restoring the data in MYSQL instaliation, i _ Troubleshooting E ®0 Mar 17, 2014 11:37 AM
1 packst exception wing, exacuting the 1
» Pending Approvals g below gueries by connecting th
How to generate a Support file (&
¥ Recent Ttems B 2 e 0 Fleass follow the ?tep; .'n:'r'tu.t:r'e:.l :elr.n: far :Jpertln e Troubleshoating 1 2 1 Mar 17, 3014 11:33 AM
generation:Go to 'Support’ tab.Click on "Support File'. This [1]
[@ test for expirred would create 2 file wi...

[@ How to generate s Su...
[@ How to resst admin p...

[@ Troubleshasting exce...

Representation of icons in the list view,
e @ solutions is approved by the concern support rep.
. - solutions that are submitted for approval to the concern support rep.
. - solutions that are not submitted for approval.
e @ solutions that are rejected by the concern support rep.
o U _file is attached to the solution.
o - no file is attached to the solution.

e . column-wise search option to search for solutions based on subject, topic name and so
on.

o [ select the columns to be displayed in the list view.
Zoho Corporation Pvt. Ltd.

172




Q ManageEngine SupportCenter Plus - Admin Guide )

o @ public solutions viewed by both the Support Reps and Contacts.

e & private solutions that can be viewed only by the Support Reps.

From the solutions list view page you can,
1. Manage Topics: Organize your solutions in a logical manner by grouping them under specific
topics and sub-topics. You can add, rename and move topics and sub-topics to different
parent topics. [Refer Managing Topics for more information.]

Soluticns > Manage Topics <= Back

Manage Topics

Available Topics Mowve to~ Add Mew Tapic
Topic name Solutions Actions
* Baskethall related Queries 0] Rename Change Parent Delete
* General 2 Rename Change Parent Delete
+ Golf related Queries 0 Rename Change Parent Delete
* Replacement Queries a Rename Change Parent Delete
* Support Queries ¥ Rename Change Parent Delete
* Transpartation Queries a Rename Change Parent Delete
* Warranty Queries 0 Rename Change Farent Delete
* Water-sport related Queries 0] Rename Change Parent Delete

2. Topics Template: Create topic template by grouping specific topics and assigning it to an
account. The account can view solutions pertaining to the topics under the assigned topic
template. [Refer Topics Template for more information.]

3. Search Solutions: Search for requests instantly on entering the solution ID and search
keywords. [Refer Search Solutions for more information.]

|2 admin password Search

7 Q, Ej,| + Mew Solution | Actions - |

4. Browse by Topics: Browse for solution under each topic specified under Manage Topics.
[Refer Browsing Solutions by Topics for more information.]

5. Set the number of solutions per page and navigation button: You can set the number of
solutions to be displayed in the solution list view.

Browse by Topics »

1-4cf4

ame Created On Pub

30 per page
Sep 28, 2009 05:32 PM Yeq | 100 per page

Queries Oct 5, 2009 04:35 PM  Yes administratar
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6.

Custom and Manage Views: Customize the page to display solutions using Custom View
option. You can create criteria to filter solutions accumulated in the solution list view page.
Thus sorting and viewing solutions based on your requirements. You can create, reorder, and
manage the custom views. The custom views created can be made public or private. [Refer
Custom Views for more information.]

Solution based on filters: View specific group of solution through pre defined filters. [Refer
Solutions Based on Filters for more information.]

New Solution: Create new solution and group them to a specific topics. [Refer Adding New
Solutions for more information.]

View and Download Attachments: The attachments added to the solution can be viewed
and downloaded by clicking on the attachments icon displayed beside the Subject link.

10. Bulk Operation:

o Delete: Delete bulk solutions. [Refer Deleting Solutions for more information.]
e Approval Actions drop down: Options to approve and reject bulk solutions. [Refer
Approve/Reject solutions for more information.]
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Solutions based on filters

You can view solutions based on filter from the solution list view page. In addition, you can also create
new filters using the Custom View option to place solutions in specific groups. There are some pre
defined filters in SupportCenter Plus as shown,

»»

>

>

>

>

>

>

>

+ Views

Recent Solutions
All Solutions

Approved Solutions

Approval Pending Solut...

Solution-Drafts
Rejected Solutions

Expired Solutions

Expiring in next 7 day...

t+ 24 All Solutions

Q,

7 Q EEL| + Nev

[

O
&
®

e Recent Solutions
Lists all the recently added solution.

e All Solutions
Lists all the solutions irrespective of the status.

e Approved Solutions

Lists all the solution which have been approved by the concern support rep.

e Approval Pending Solutions
Lists the solutions that are yet to be approved by the concern support rep on submitting for
approval.

e Solution - Drafts

Displays all the solutions which are not approved and has to be sent for approval.

e Rejected Solutions
Displays all the solutions rejected by the concern support rep.

e Expired Solutions
Lists all the solutions with expired active period.

e Expiring in next 7 days
Lists all solutions expiring in next 7 days.
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Custom Views

You can create your own customized page to display solutions using Custom View option. You can
specify the criteria to filter the solutions accumulated in your solution list view page. Thus helping you
to sort and view solutions based on your requirement.

e Create Custom View
e Reorder Views

e Manage View

Creating Custom View

If you want to view all the solutions under "General" topic in the application through Custom View.

1. Click Solutions tab in the header pane to open the solution list view page.

2. Click ¥~ in the Views section and select Add Custom View from the drop-down list.

v) Views Tt~ All Solutions

» R == Add Custom View

» a T Reorder Views 12

» a E Manage Custom Views 7 Q Ei| T g
» Approval Pending Solut... Fl

» Splution-Drafts .

» Rejected Solutions I

» BEwpired Solutions % (] (4 @

¥» Bwpiring in next 7 day... H

3. Inthe Add Custom View page, specify a View Name like "General topics" solutions. This field
iS mandatory.

4. If you are the administrator and want this custom view to be available only when you log in,
select the check box beside Make this view as private custom view. The custom view is
made private. By default, the custom view for an administrator is public.

If you are a support rep without administrator login privilege then by default the created
custom view is private. The option to "Make this view as private custom view" is not available.
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5. Inthe Advance Filtering block, select the criteria to be filtered from Column drop down
along with its matching Criteria. For instance, select "Topic" from Column drop down and "is"
from criteria.

6. Click on Choose button.

7. From Select Column Data pop up enter "General" in the text field. You can select options
based on your selected column and criteria.

8. Click Add to Filter button to save the filter criteria details. The filter criteria is listed in Filter
Set block.

9. If you wish to add more filter conditions to this view then, select the required column, criteria &
conditions of the filter.

10. If there are more than two criteria, specify AND or OR conditions by enabling either of the two
radio buttons.

11. Click Save. Click Save and Add New to save and add another custom view.

The Custom View is now displayed under Views in the solution list view page. The custom view
marked as private is listed under My Views and the public custom view is displayed along with the
predefined filters.

v Views ﬂ"

¥» Recent Solutions

¥» All Solutions

» Approved Solutions

» Approval Pending Solut...
» Solution-Drafts

» Rejected Solutions

» Ewpired Solutions

¥» BEwpiring in next 7 day...

¥» (General topics

¥» Topic Template
My Views

» General topics

Reorder Views

Reorder feature in Solutions module allows you set order of solutions view preferred.

To reorder the solution view:
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1. Click Solutions tab in the header pane to open the solutions list view page.

2. Click ¥~ in the Views section and select Reorder Views from the drop-down list. The
Reorder Views pop up page opens.

Reorder Views @-

Approved Solutions

All Solutions

Solution-Dirafts

Approval Pending Solut... il
Expired Solutions il
Recent Solutions

Rejected Solutions

Expiring in next 7 day...

Save | Cancel |

3. Select a view which you wish to reorder. Say, 'Recent Solutions' and click ilto move the
view upward or click il to move the view downward.

4. Click Save. The selected view is reordered.

Manage Custom Views

You can view all your customized view under Manage Custom Views. From this page you can add,
edit and delete a custom view.
1. Click Solutions tab in the header pane to open the solution list view page.
2. Click ¥~ in the Views section and select Manage Custom View from the drop-down list. The
Custom View page opens listing all the created custom views.

e - indicates the custom view is public and can be viewed by all users.

e - indicates the custom view is private and can be viewed only by the creator of the
custom view.

Sclutions = Custom Views

Custom Views

Mew Custom View | Delste
] Filter Name Created By
[l # & Generaltopics administrator
[ [# = Topic Templates administrator
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Note
/_‘é:r? 1.If you are the administrator then you can view all your customized private and
public views.

2. If you are a support rep then you can add only private custom views.

Edit Custom Views

To edit a custom view,

1. Click the edit icon [# beside the filter name you wish to edit.
2. From Edit Custom View page, edit the details.
3. Click Save. You can also add a new custom view by clicking Save and Add New button.

Delete Custom Views

To delete custom views,
1. Select the check box beside the custom views to be deleted. The administrator has the
privilege to create and delete public views.
2. Click Delete button. A pop up window confirming the delete operation appears.
3. Click Ok to proceed. The Custom View is deleted from the list.
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Customizing Solutions List View

ManageEngine SupportCenter Plus gives you an option to customize the solution list view page by

including columns of your choice.

To customize columns displayed in the list view,

1.
2.

Click on the Solutions tab in the header pane to open the solution list view page.

Click on Column Chooser icon &+. The available columns that can be displayed in the list
view pops up. The columns that are currently visible in the list view is indicated with selected
check box.

All Solutions &z| Manage Topics [ Topics Template
@ [ Search | Lo b e —
? Q Eﬂ,| =+ New Solution | Actions ~ | 1-3cof3 25 per page lz‘ Select Box =
O Title Topic Edit q B
. . i =
How to reset admin password & Approval Status |
B @z @ Follow the steps as mentioned below which would help you to General Attachments 1'
: reset the "admin"/"administrator” password as "admin”. 1. Title L5 =
Connect to MySQL Serve... _I
Topic
Troubleshooting exception during Date Restore
oo . . - . .@ Views
B Z @ While restoring the data in M.Y_:;L |nsta!|at\cn, if ) Troubleshaating -
max_allowed_packet exception is showing, executing the Rating
below queries by connecting the da... — T
Save | Cancel
How to generate a Support file G4 —I _I
B # ° i} Please follow the Isteps melnticnec.l belc'.\: for suppc.rtlﬁle ) Troubleshaoting - 12 2
generation:Go to 'Suppert' tab.Click on 'Support File'. This o

would create a file wi...

To remove a column, de-select the check box and click Save.

To add a column to the list view, select the check box beside the column you wish to add.
Click Save.

To change the column order, click the up and down arrow after selecting the column that you
wish to move.

Click Save. Only the selected columns are added in the solution list view.
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Search Solutions

You can search for solutions based on the keywords, solution ID and column wise search based on
solution parameters such as subject, topic name, view status and so on from the solutions list view.

Search Solutions based on
e Keywords and Search Strings

e Column-wise search

Search solutions based on Keywords and Search String

Solutions tab
1. Click Solutions tab in the header pane to open the solution list view page.
2. Enter the keyword in the search field provided.
3. Click Search. All solutions that match the keyword provided by you in the search field is

displayed.
|2, admin password Search
¥ Q| = Mew Solution | Actions = |

Performing a Global Search

You can also perform a Global Search that searches the keyword in every module at one go.
Advance search options such as, Wildcard search, phrase search, boolean search, field specific
search and much more, can be used to make the search effective. To know more, click Search Tips.
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Requests ”
Accounts
Contacts
Solutions
Contracts
Products
Archived Requests

Column-wise search of solutions

You can also perform column-wise search of solutions if you know any of the solution detail such as
subject, topic name and so on. To perform a column-wise search,
1. From the solution list view page, click on Search icon A The search field opens just below
every column that is visible in the list view.
2. Enter the search string in the column of your choice. You can enter keywords in more than
one column to perform a combined column search.
3. Click Go. The search results matching the search string(s) are displayed.

Note | 1. The search would return the results for any of the text fields of the solution.

"?
@\ 2. You cannot search for a solution based on any of the date fields of the solution.
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Adding New Solution

The solutions module is a knowledge base with resolutions for various problems encountered by your
help desk team. You can also document useful information while resolving an issue and save in the
knowledge base. The solutions can be grouped under various topics to organize and locate the
solutions easily. You can also notify users before the solution expiry through email notifications.

Adding new solutions

The new solution form can be accessed by two ways in SupportCenter Plus application.
a. Add New drop down.
b. Solutions tab

Add New drop down

The Add New drop down is a quick navigator to instantly access the New Solution form from the home

page.
I -

| € add New... ‘ni | @Logacall | | 3t
E Reguest o

Rerinder

Task

Event

Canned Response

=
1
||—l

Saolution

Contract

4
=
=
Lé
]

Acocount

Contack

Product

To configure the New Solution, go to Step 3 in Solution tab.

Solution Tab
1. Click on the Solutions tab in the header pane to open the solutions list view page.
2. Click on New Solution button.
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From the New Solution form, specify the Title of the solution. The subject can be a summary
of the complete solution in one line that will exactly tell what the solution is all about. This field
iS mandatory.

The list of available topics and sub-topics is listed under Topics drop down. You can group
this solution to a topic by selecting the Topic from the drop down. This field is mandatory. You
can even create a new topic and group this solution by clicking on Create New Topic link.

Specify the complete solution in the Contents text field. This field is also mandatory.

If there are any Additional Solution details (configured under Admin -> Helpdesk Customizer -
> Solution Additional Fields) then enter the same in the respective fields.

If the solution requires any additional files to support the article, then you can attach the same
by clicking Attach file link.

You can specify Keywords which will help in improving the search capability by providing
accurate search result. While entering multiple keywords, separate them with comma.

Select Never from Expires on drop down if the solution does not expire. If you would like
specify the expiry date of the solution, select specific date option from the drop down and

select the date using the calendar icon &,
You can notify users before the solution expires by selecting Enable Solution Expiry

g
»
Notification check box. Select the users to be notified by clicking on the button.

Specify the days before which the user has to be notified of the solution expiry in the Notify
before field.

Select Publish this solution in Customer Portal also check box to make this solution
available in the customer portal.

Click Add. If you do not wish to add the solution then click Cancel.

If you have permission to approve the solution while creating, the Add and Approve button
appears. Click this button to add and approve the solution.
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Solution Details Page

The View Solution Details page organizes the details of the solution in a logical manner. From this
page, you can perform operations on a solution such as edit, delete, rate, comment and
approve/reject solutions. To view the details of a solution,

1. Click on the Solution tab in the header pane to open the solution list view page.

2. Click the Subject link of the solution to be viewed. The View Solution Details page opens with
right and left pane.

- Edit Approval actions « More Actions +

Solution Information
How to generate a Support file &
1 Topic: Troubleshooting

Chet Created by administrator on Mar 13, 2014 0246 PM  La

i By administrator on Mar 13, 2014 03:20 PM
Private

Wed, 14 May 2014

Please follow the steps mentioned below for support file generation:

Views Rating Comments
4 0 ® 1 1. Goto Support tab.

- 2. Click on "Suppor File’. This would create a file with extension zip.gz

0
3. Please mail this file to support@supportcenterplus.com

Keywords [Valid as on SupportCenter Plus release 7.0]

support file, log file

Attachments
Notification -
Motify before: 2 days & pttach file
» Heather Graham
» Jeniffer Doe Was this seolution helpful?

Comments History

administrator Mar 13, 2014 03:43 PM Public Approved
Sent for approval

Solution Information

Solution Information section displays the Solution ID, status of the solution, visibility of solution
(private or public), solution expiry date, number of views for the solution, rating and comments on the
solution. Clicking on the comment number link will take you to view the Comments section.

Keywords
The keywords help in improving the search capability by provide accurate search result. The
keywords specified for searching solution can be viewed under this section.
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Solution Expiry notifications are sent to Support Reps based on the specified date. Notifications can
be sent to the Support Reps to notify about the solution expiry. The number of days before which the
user has to be notified and the users to be notified are displayed under this section.

Solution Content

Solution content block displays the subject, description, topic to which the solution belong, name of
the Support Rep who added the solution, the created time and date, name of the Support Rep who
last updated the solution and last updated time and date. In addition, you can Edit the Solution, Delete
the Solution and Forward the Solution. You can also perform Approval Actions such as Submit the
solution for approval to higher authorities and Approve or Reject the Solution from this block. From the

Solution View page, you can navigate to the Solution List view page using the Back button =

Attachments

Attachments section displays the any supporting documents attached while creating a solution. You
can also attach any other additional files by clicking on the Attach file link under this section.

Rating
Solution Rating option allows your customers to share their rating on the solution. This option will be

available by default for the Support Reps. To make this option available for the Contacts, you need to
enable it under Solution Settings in the Admin module.

Comments

Any feedback or suggestions on the Solution can be added by both the Support Reps and Contacts
under the Comments tab. The Contacts can comment on the solution based on the permission
provided under Solution Settings in the Admin module.

The comments displayed in the comments tab are in the descending order with the latest performed
action shown at the top and the earliest action at the bottom of the page. The order of comment

display can be set under Solution Settings in the Admin module. [Refer, "Rating and Comments" to
know more.]
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History

Every action performed on a solution from the time of its creation can be viewed in the History tab.
The details displayed in the history tab are in the descending order with the recently performed action
shown at the top of the page and the earlier action at the bottom of the page.
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Rating and Comments

Rating and Comments option allows your users to review and rate the solutions. The users can
provide either positive or negative rating and they can also share their suggestions through comments
option. The rating and suggestions received from the users will greatly help to improve the knowledge
base management.

Once enabling the rating and comments option under Admin --> Solution Settings, the contacts will be
able to rate and comment on the solution from their login. This option will be available by default for
the Support Reps. The rating and comments section will be displayed under Solution Details page as
shown below:

Was this solution helpful?

Comments History

Guest Mar19, 2014 03:02 PM Public Approval Pending
This part of solution anly covers for Windows operating system, update it for Linux OS5 too.

administrator Mar 19, 2014 03:03 PM Public Approved
Thank you for the information, we will update the content.

The solution can be rated by answering a simple question, with two possible answers: (Yes, Helpful)

or (No, Not Helpful) . The user (Support Rep and Contact) has to login to the application to
rate a solution. The rating option works only once, so the user cannot click it again to rate the solution.
The number of ratings provided by the users will be displayed in the Solutions list page.

Any feedback or suggestions on the Solution can be added by both the Support Reps and Contacts
under the Comments tab. The comments displayed in the comments tab are in the descending order
with the latest performed action shown at the top and the earliest action at the bottom of the page.
The order of comment display can be set under Solution Settings in the Admin module.
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To rate a solution,
1. Click on the Solutions tab in the header pane to open the Solutions list view page.
2. Click the Subject link of the solution.
3. From the Solutions details page, select the appropriate icon beside the text Was this
solution helpful?.

4. If the solution is helpful for you, click on the like icon.

5. Click on the unlike icon if the solution is not helpful.

Add Comment

To add comment,
1. Click on the Solutions tab in the header pane to open the Solutions list view page.
Click the Subject link of the solution to comment on it.
From the Solutions details page, click the Add comment button under the Comments tab.
Enter your comment in the text field provided.
If you would link show this comment for the Contacts, select Public check box.
Click Submit.

o0k wN

Approve/Block a Comment

The comments added by the Contacts in contact login will be displayed under the Comments tab. The
Support Rep with solution approval role can approve or block the comments made by the Contacts.

The comments submitted by Contacts can be approved by Support Rep from two places.
a. View Solution Details page
b. Solutions List page

a. View Solution Details page

Click the Approve link beside the comment you wish to approve under the Comments tab. If you
would like to reject the comment made by the Contact, click the Block link. You can also delete a
comment using the Delete link.

b. Solutions List page

1. Click on the Solutions tab in the header pane to open the Solutions list view page.
Click on Pending Approvals link under Comments filter.
If you wish to approve the comment, click on the Approve icon - beside the comment.
To reject the comment, click on the Block icon ‘- 'beside the comment.
You can remove the comment by clicking on the Delete icon

ok~ wn
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You can also approve/reject bulk comments from the list view page. To approve/reject bulk
comments,

1. From the Comments list view, select the comments to be approved/rejected by enabling the
check box.

2. To approve the comment, click on Approve button.

3. If you wish to reject the comment, click on Block button.

4. You can remove comments by clicking on Delete button.

NOTE: The approved comments will be available for the Contacts in their login.
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Editing Solutions

ManageEngine SupportCenter Plus provides you with the option to modify the existing solution
provided you have the corresponding access permission. The solutions once sent for approval cannot
be edited or deleted by support reps without approval permissions.

Edit Solution

To edit solution from the list view,

1. Click on the Solutions tab in the header pane to open the solutions list view page.

2. Click the Subject link of the solution to edit.

3. From the Solution details page, select the Edit button.

4. The solution opens in an editable format with the values populated during creating the
solution.
Make the necessary changes by changing title, modifying the contents/keywords and so on.
6. Click Save. To save the changes and approve the solution click Save and Approve.

o

Note 1. Solutions with the status as Approval Pending can only be edited by support reps
@T with the permission to approve the solution.

2. On editing an approved solution, the solution should be sent for approval to the
concern support rep again.

Deleting Solutions

You can delete individual solutions or delete a selected group of solutions from the list view page in
SupportCenter Plus.

To delete a specific solution,
1. Click on the Solutions tab in the header pane to open the solutions list view page.
2. Click on the Subject link of the solution you wish to delete.
3. From the Solution Details page, click More Actions drop down and select Delete option.
4. A dialog box pops up asking your confirmation on the delete process.
5. Click Ok to proceed. The solution gets deleted from the list.
To delete multiple solutions,
1. From the Solution Details page, select the solutions to be deleted from the list by enabling the
check box.
2. Click the Delete button.
3. Adialog box pops up asking your confirmation on the delete process.
4. Click Ok to proceed. The solutions gets deleted from the list.
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5. Click Cancel to abort the deletion.
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Forwarding Solution

Support reps can forward solutions for review to the concern support rep before it is submitting for

approval.

To forward a solution,

1.
2.
3.

Click on the Solutions tab in the header pane to open the solutions list view page.
Click on the Subject link of the solution you wish to forward.

From the Solutions details page, click the More Actions drop down and select Forward
option. The Solution Forward form pops up.

Specify the To mail address in the given text field. This field is mandatory.

You can also send the same information to more than one person by specifying the mail
address in CC field with comma as a separator.

By default, the Subject and Description fields are pre filled with the existing data. If required,
you can edit the Subject and description.

You can also attach relevant files to the solution from Attach File link.

Click Send. If you do not wish to forward the solution then click Cancel.
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Submit for Approval

In order to view the solution in customer portal, the solution needs to be sent for approval to the
support reps with the permission to approve solutions [Refer Configuring Roles].

To submit solutions for approval,
1. Click on the Solutions tab in the header pane to open the solution list view page.
2. From the solution filter, select Solution-Draft to view the list of solutions that need to be sent
for approval.
3. Click on the Subject link of the solution to be submitted for approval.
4. From the solutions details page, click on Approval Actions -> select Submit for Approval
option. The Submit for Approval form pops up.

Submit For Approval

o
To henry@acme.com,john@acme.com (L?_H

Subject * |Appruve request for the Solution : 301 under Support Queries. / |

0 Attach Fila(s) Attached files | | X

Description

Henry William [henry@acme.com]

Dear Support Rep, John Mathew [john@acme.com]

. 3 administrator [Mailid not configured]
Your approval is requi

be found at

http://radhika:8082/AddSolution.do?sclID=301

Send ‘ Cancel

5. Invoke the icon ') to specify the To address. The Add Users for Approval pop up listing
the name and email address of the support reps with the role to approve solutions.

e Enable the check box beside support rep whom you want to submit the solution for
approval.
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e The To text field gets filled with the email address of the corresponding administrator.
If the email address is not specified for a support rep,the check box beside that
support rep cannot be enabled.

6. The Subject and Description is entered as given in Notification Rules email template. If
required, you can modify the subject and description content manually, else you can change
the same from the Notification Rules email template.

7. You can attach relevant files by selecting Attach File button.

8. Click Send to submit the solution for approval.

The mail notification is sent to the person addressed in the To field of the notification. The malil
contains the link to the specific solution which needs approval. On clicking the link, it leads you to the

login screen, where on providing proper credentials, the solution awaiting approval opens. To
approve/reject solutions refer Approve/Reject Solutions.
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Approve/Reject Solution

Once the solution is submitted for approval to the concern support rep, a mail notification is sent to
the support rep requesting the approval of the solution along with the solution link.

On clicking the solution link and logging into the application with proper credentials, the support rep
can either approve or reject the solution. Refer Configuring Roles for solutions approval permission.

1. Click on the solution link to approve the solution.
2. Login to the SupportCenter Plus application using your user name and password.
3. The view solution details page of the solution pending for approval opens. The status of the
solution shows as Approval Pending.
4. Select Approval Actions drop down -> Approve Solution option.
1. The Approve Comments pops up.
2. Specify any related Comments in the field provided.
3. Click Approve.
5. If you wish to reject the solution, select Reject Solution under Approve Actions.
1. The Reject Comments pops up.
2. Specify comments, such as reason to reject the solution in the Comments field.
3. Click Reject.

You can also approve/reject bulk solutions from the list view page. To approve/reject bulk solutions,

1. Click on the Solutions tab in the header pane to open the solutions list view page.
2. Select Approval Pending Solutions from the filters. All the solutions with the status as
approval pending is listed,
3. Enable the check box beside the solutions which you want to approve/reject.
4. Select Approval Actions drop down -> Approve Solutions.
e The Approve Comments pops up.
e Specify any related Comments in the field provided.
e Click Approve.
5. If you wish to reject the solution, select Reject Solutions under Approve Actions.
e The Reject Comments pops up.
e Specify comments, such as reason to reject the solution in the Comments field.
e Click Reject.

The approved solutions can be viewed by the users in the customer portal. The rejected solutions can

be edited and sent for approval to the concerned support rep. Thus the solution is not completely
deleted from the list.

Zoho Corporation Pvt. Ltd.

196



E ManageEngine SupportCenter Plus - Admin Guide )

Managing Topics

You can view all your customized topics under Manage Topics. From this page, you can add new
topics, rename an existing topic, and move topics and sub-topics to a different parent topic. This
provides you the ability to organize your solutions in a logical manner that would meet your
organization's needs. You can also use this page to move the entire topic to another business unit.
For more information, see "Move Solutions".

To manage topics:
1. Click Solutions tab in the header pane to open the solutions list view page.

2. Click Manage Topics link. The manage topics page opens with the available topics and their
subtopics listed in the hierarchy.

Scluticns » Manage Topics << Back

Manage Topics

Available Topics Move taw Add Mew Tapic

Topic name Solutions Actions

* Warranty Queries Rename Change Parent Delete

* Bazlketball related Queries o] Bename Change Parent Delets
* General 2 Rename Change Parent Delete
+ Golf related Queries 0] Rename Change Parent Delete
* Replacement Queries o Rename Change Parent Delete
* Support Queries 2 Rename Change Parent Delete
* Transportation Queries 0 Rename Change Farent Delete

0

0

s \Water-sport related Queries Rename Change Parent Delete

e Add a New Topic
e Rename a Topic
e Change Parent for a topic

e Delete Topic

Add a New Topic
1. From the Manage Topics page, select Add New Topic button.
2. You have two columns such as, Topic Name field and Parent Topic list.

3. You can either Add New Topic or Create a sub-topic for a parent topic.
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Topic Name: Specify either a parent topic or a sub topic.

Parent Topics: This is the main or root topics, under which you can have 'n' number of

subtopics and its related contents. The newly added parent topic or sub topic is added to this
list.

If you are creating a New Topic, specify the Topic Name and select /Topics Root under
parent topic.

If you are creating a sub-topic, specify the Topic Name and select the parent topic as shown
below,

Solutions > Manage Topics

<« Back
Manage Topics
Available Topics Move to~ Add New Topic
Tapic Name Replacement for battery
Choose a ) /Topics Root ”
parent topic + Basketball related Queries

under which + General

you want to + Golf related Queries
add this new D Q
topic s Support Queries

* Transportation Queries
* Warrantly and Support b

Add Cancel

6. Click Add button. The newly added subtopic or parent topic is displayed under the available

topic name list.

Rename a Topic

1.

From the Manage Topics page, click on Rename link beside the topic you want to rename.
The Rename Topic page opens.

Modify the existing name or specify the new topic name in given text field.

Click Save button. The changes made to the topic name are displayed in the available topics
list.

Change a Parent topic

Say, you have created a Child Topic "Replacement of battery” for the Parent Topic " Replacement
Queries". Now, you want to change the child topic as a separate parent topic.

1.

From the Manage Topics page, select Change Parent link beside the topic or sub-topic you
wish to move say, Replacement of battery. The Change Parent Topic form opens.
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2. Choose the Parent Topic as /Topics Root and click Save. The child topic is not an individual

parent topic.

If you want to move the child topic "Replacement of battery" as a sub-topic of the parent topic
"General", then choose the parent topic as General and click Save.

Note
@\? You cannot move a topic as a subtopic to its current child topic.

Delete a Topic

1.
2.

In the Manage Topics page, click on Delete link beside the topic to be deleted.

If solutions are present under the topic the confirmation page consists of options to either
move the solution to a different parent or move the sub-topics to /Topics Root.

Solutions * Manage Topics * Delete Topic <= Back

Delete Topic

Confirm Delete Topic - Warrantly and Support
Warrantly and Support contains 1 solutions and 3 sub-topics

A Deleting Topic Warrantly and Support will

1. Delete the 1 =olutions present in it
No, I want to change the reference of the underlying solutions to a different parent topic

Choose a parent topic | « Basketball related iiueries A

» Golf related Queries
* Replacement Queries
* Sypport Queries
* Transportation Queries
* Warrantly and Support
* warranty 1 »

2. Move the 3 Sub-Topics of Warrantly and Support to the /Topics Root
MNa, I want to change the reference of the underlying sub-topics to a different parent topic

Choose a parent topic | « Basketball related Queries A
* General
+ Golf related Queries

. Reglacement Eueries
D

* Transportation Queries
s Warrantly and Support
» warranty 1 b

Additional Info : Solutions present in the sub-topics will not be deleted

Selecting on the check box brings the Choose a parent topic list box from where you can move the
solution to a different topic or move sub-topic to a different parent topic accordingly. Click Confirm.
The topic is deleted from the available list.

NOTE: You cannot move a subtopic of the topic that is going to be deleted.
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Move Solution Topics across Business Units

Solutions in SupportCenter Plus are grouped under different topics. You can select a topic to be
moved to another Business Unit. When you move a topic which has the child topic, the solutions
present under both parent and the child are moved along with the attachments. The Move Solutions
feature will be available in the application only when business units are enabled and configured. For
more information on configuring business units, see "Configuring Business Units".

Note
7 When solutions are moved, the entire solution topic is moved from the source
business unit and added to the destination business unit.

Moving Solutions

To move a solution topic:

1. Click Solutions tab in the header pane to open the solutions list view page.

it | Helpw | Pre es | @ ~ administrator (Log out

Home Requests QEMINAYSN Contracts Accounts Contacts Admin  Reports Dashboards v

A [ Oaddnew, =] | @ Log » Call m

¥ Views - All Solutions [® Topics Template

» Recent Sclutions
1a Search Browse by Topics ~

» All Solutions
» Approved Solutions 2o D1| + New Solution | Actions = | 1-30f3 | 25 per page [

» Approval Pending Solut..
Title Topic Views Rating Comments Createdon % {1

» Solution-Drafts

. . How to reset admin password
» Rejected Solutions s

F r ow the ps as mentioned below whict d help you to - 1 -
ek E . -] Folizw th ps 25 mentioned below which woul Py General & .4 Mar 17, 2014 11:41 AM
» Expired Solutions == reset the "adm dministrator” password as “admin’. L. 0 -
» Expiring in next 7 day... Connect to M arve.
{ Troubleshooting exceptien during Date Restore (3
I - . While restarin a2 Ys stallation, i .
* Comments & @ While restoring the data in MYSQL instaliation, . Troubleshooting - ®o0 Mar 17, 2014 11:37 AM
max_a packet excepl wing, executing the L
#» Pending Approvals wy connecting th
How to generate a Support file @
~ Recent Tte =R == w t s menti b far = il 2 -
< Recent Ttems 5| Z @ ([ Flease fallow the steps mentioned below for suppart file Troubleshoating 1 .1 Mar 17, 2014 11:32 AM
generation:Go to "Suppart’ tab.Click on ‘Support File'. This [
[@ test for expirred would create a file wi...

[@ How to generate & Su...

[@ How to reset admin p...

@ Troubleshooting exce...

2. Click the Manage Topics link to view the Manage Topics page with all the available topics
and sub-topics in the hierarchy.
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Manage Topics

Available Topics Move to~ Add New Topic |
Topic name Solutions Actions

F * Basketball related Queries 0 Rename Change Parent Delete
F * General 2 Rename Change Parent Celete
|:| + Golf related Queries 0 Renarme Change Parent Delete
F + Replacerment Queries ] Rename Change Parent Celete
F + Support Queries 2 Rename Change Parent Delete
F + Transportation Queries i] Rename Change Parent Celete
¥ e Warranty Queries 0 Rename Change Farent Delete
F « Water-sport related Queries i] Rename Change Parent Celete

3. Select the topic to be moved by selecting the check box in the Manage Topics page. You can
also select multiple topics by selecting more than one check box.

4. Select the business unit from the Move to drop-down list. The solution topic is moved to the
selected business unit.
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Browsing Solutions by Topic

You can view the list of solutions for a topic using this option. To browse solutions under individual
topics,
1. Click on the Solutions tab in the header pane to open the solutions list view page.
2. Click on Browse by Topics drop down. The Topics window drops down listing all the
available topics and their sub topics.
3. To view all the sub topics, click >> Show All link. This lists out the topics and sub topics in
logical manner as shown below,

=] Manage Topics [ Topics Template
th | Browse by Topich »
Topics X
hs=
”~
i « Back
Topic N Bazkethall related Queries ac| W=
Support General
Seneral Golf related Queries
General Replacement Queries
Warrantl Support Queries
S ELS, Transportation Queries =3
warranty
Warrantly and Support
& warranty 1
* warranty 2 bl

4. On clicking the topic, the solutions of the topics and its corresponding sub-topics gets listed.
5. Click the sub-topic to view the solutions only in the sub topic.
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Topics Template

Using Topics Template, you can group specific topics under a template and assign this template to an
account. The contacts associated to the account can view solutions pertaining to the topics grouped
under this template.

For instance, you have grouped the topics - warranty queries and replacement queries, under the
template "Warranty" and assigned this topics template to an account say, Acme. The contacts
associated to Acme can view the solutions based on the topics warranty and replacement queries
alone. Thus restricting the contact to view all the solutions in the application.

On adding a topics template, the template can be shared by other accounts in the application but a
single account cannot have multiple templates. To assign topics template to an account refer Assign
Templates under Accounts module.

1. Topics Template can be shared by other accounts.
Note
[ﬁ? 2. A single account can be assigned to one topics template.

3. For users without accounts, configure the options in Settings -> Solution View
under Admin module.

To view the list of available topics templates,
1. Click on the Solutions tab in the header pane to open the solutions list view page.
2. Click on Topics Template option. The list of available topics template is displayed. From this
page you can add, edit and delete a topics template.

Adding Topics Template
1. Click Add New Template button. The Add Topics Template page opens.
2. Specify a unigue name Template Name in the field provided. This field is mandatory.
3. Enter a brief Description about the template.
4. Tick the Topics to be grouped under the template. Say, Support Queries, General and so on.
This field is also mandatory.
5. Click Save. The newly added template is listed along with the available templates.

Editing Topics Template

1. From the available templates page, select the Edit icon [# peside the template you wish to
edit.
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2. The Edit Topics Template page opens with the fields pre populated with the values
configured during adding the template.
3. Make the necessary changes and click Save.

Deleting Topics Template
1. From the available templates page, select the Delete icon ¥ beside the template you wish to
delete. A pop-up window confirming the delete action appears.
2. Click Ok to confirm the delete operation. The template gets deleted from the list of available
templates.
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Expired Solutions

You can define a solution to be available for the users for a particular period of time by providing an
expiry date. The solution can be viewed till the expiry date after which it will not be visible for the
users. You also have an option to make the expired solutions active by extending the active period of
the solution.

To extend the active period of solution,

1.

2
3.
4

6.
7.

Click the Solutions tab in the header pane to open the Solutions list view page.
From the Solutions View, click the Expired Solutions.
Click the Subject link of the solution you wish to extend the expiry date.

From the Solution details page, click More Actions drop down and select Make Active option
to open Make Active pop up.

If you would like to extend the expiry date, select Extend expiry date radio button and select
the date using the calender icon .

Select No expiry date option, if you wish to make the solution never expire.

Click Update button. The solution will be made active with a success message.

To make more than one solution active at a time,

1.

2
3.
4.
5

o

Click the Solutions tab in the header pane to open the Solutions list view page.
From the Solutions View, click the Expired Solutions.

Select the solutions to be made active from the list by enabling the check box.
Click Actions drop down and select Make Active option to open Make Active pop up.

If you would like to extend the expiry date, select Extend expiry date radio button and select
the date using the calender icon .

Select No expiry date option, if you wish to make the solution never expire.

Click Update button. The selected solutions will be made active with a success message.
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Importing Solutions from XLS file

Adding each and every Solution manually is tedious and endless. SupportCenter Plus provides an
easy-to-use XLS import option to import bulk solutions from your existing application or even from
other applications. The total size of the XLS file that you are importing should not exceed 20 MB.

To import solutions from XLS file,

1. Click on the Solutions tab in the header pane to open the Solution List view.

Home  Requests

Solutions Contracts Accounts Contacts Admin Reports

Dashboards

[a]

All Solutions

Search Browse by Topics ~

7 Q Eﬂ,| =+ New Solution | Actions - | 1-3of 3

Title

How to reset admin password G

Follow the steps as mentioned below which would help you to
reset the "admin"/"administrator” password as "admin”. 1.
Connect to MySQL Serve...

Troubleshooting exception during Date Restore (&

While restoring the data in MYSQL installation, if
max_allowed_packet exception is showing, executing the
below gueries by connecting the da...

How to generate a Support file @

Please follow the steps mentioned below for support file
generation:Go to 'Support’ tab.Click on 'Support File'. This
would create a file wi...

A

|2z| Manage Topics

25 per page lz‘

Topic

General

Troubleshooting

Troubleshooting

[ © addnew... [~ [ @rogacal | [ x|

[ Topics Template |Ej Import Solutions

Views Rating Comments Createdon & &

11

. ®a Mar 17, 2014 11:41 AM
i ®0 Mar 17, 2014 11:37 AM
E ®1 Mar 17, 2014 11:32 AM

2. Click Import Solutions button to import requests from XLS. This opens the Import Solutions

page.

Below are the steps to import solutions from XLS file.

Step 1: Upload XLS file
1. Click on Choose File button to select the XLS file.

2. On choosing the XLS file from the File Upload window, click Open. The name of the file
appears automatically beside the Choose File button.
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Import Solutions

Step 1 of 3: Upload XLS File

Select an XLS file to upload. Download a Sample ¥LS file.

Choose File Solutions.xls

3. Click Next button.
NOTE: A sample XLS file can be downloaded by clicking on the Sample XLS file link.

Step 2: Map fields

In this step you can map the SCP fields with the corresponding XLS fields to make sure the solution
values are transferred properly. The field names of the XLS file are populated in the drop down boxes
beside the each field label in SCP.

To map fields,
1. Selectthe XLS Sheet Name from the drop down. The total row count of the selected sheet
will be displayed beside the field. If the selected sheet contains no rows, then an alert
message will be displayed.

2. Map the application solution fields with the field names from (selected sheet) the XLS file. Any
additional fields added for the solution will also be displayed.
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Import Solutions

Step 2 of 3: Map Fields

Columns in XLS file are populated in the select boxes beside each field label. The mapping needs to be provided for solution fields with the field names from the XLS file.

Sheet Name Sample List + Count: 4

Solution Fields

Title ® title |v| Topic * topic -|
Content = content = keywords =
Status status |T| Fublish in portal publish in portal q
Created By created by |v| Last Updated By last updated by v|
Date & Time Format : Apr 14, 2014 05:54 PM |v| Select the Date and Time format given for date fields in XLS. This format will be set for all the date fields
Date Fields

Created On --Select— |v| Last Updated On --Select-- |w
Expiry Date —-Selact-- |L|

Previous m Cancel

3. Select the Date & Time Format from the drop down to represent all the date fields.

NOTE: The formats available in the drop down are only supported in the XLS file.
4. Click Next button to go the next page. Click Previous button to go back to Step 1.

1. There are some system-defined mandatory fields that need to be mapped before

Note import. For example, Title, Topic and Content fields. Importing request is not possible if
- these system-defined mandatory fields are not mapped.
@\ 2. The same date and time format used in the XLS files for date fields should be selected

in the Date & Time Format field during field mapping. The format selected here will be
set for all the date fields.

Step 3: Review Mapping

The following points should be noted during the import:

e During the import process, each record from the XLS file will be considered as a new solution
and added in SupportCenter Plus.

e Only the values such as UnApproved/Draft, Approved, Rejected and Approval Pending are
allowed for the Solution Status field. If some other value apart the mentioned status is
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available in the XLS file or the status value is not available, then 'Draft' status will be applied
during the import.

e The allowed values for 'Publish in portal’ field are "Yes or No" or "True or False".
¢ Notifications on solution creation will be disabled.

e For the solutions with no 'Created by' and 'Last Updated by' values are available, then the
name of logged in user will be updated during the import.

Click Import button to proceed.

Import Status

This section appears whenever a new field value is available for the mapped field in the XLS file. For
example, if a new user 'Adam Smith' is available in the XLS file, then the field name 'Created By' with
the new value 'Adam Smith' will be displayed in this section. To get the new values imported, you will
have to add the new values in SupportCenter Plus prior to the import. You can also skip adding the
new values by selecting Import without adding the above field values check box. Click Import
button. The solutions are imported from the XLS file.

NOTE: Solutions cannot be imported unless you add the new values or skip adding the new values.

Import Solutions
Import Status

Following field values should be added in SCP prior to import.

Solution Field Values in XLS

Created By adam smith

Import without adding the above field values

Previous Cancel

Import Summary
On completion of the import, the total records on the selected sheet, the number of records imported
and the number of records failed to import are displayed under this section. A list of failed records and

the reason for failure are represented in the form of a link. You can click the ‘View XLS File’ to view
the list of failed requests. To view the reasons for import failure, click ‘Error Details’ link.
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The possible reasons for solution import failure are as follows:

The mandatory fields such as Topic, Title and Content could be empty in the XLS file.
When the Last Updated time of the solution is prior to Created time.

When the Expiry Date of solution is prior to Created Date.

Click Finish button to view the imported solutions in the Solution List view.

Import Solutions

Import Summary

Sheet Name : Sample List
Total Records 5
Added Records 3

Failed Recards 2  View ¥LS File  Error Details

Warning If there are any failure records while importing the solutions from XLS, do not re-import the

same XLS file. Instead, download the failedSolutionsList.xIs by clicking on the View XLS

File link available in the Import Summary page, correct the errors and then import to avoid
duplicate solutions.
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Contracts

Contracts in SupportCenter Plus are the services offered to an account and their associated products
for a specific time period. These support services are grouped under a Support Plan which
determines the due by time for requests raised for the account/product.

Contracts can be created for an account with single or multiple products. A service contract can be
associated to an account with multiple products in the same time period. Multiple contracts can be
associated to a single product, provided the time period of each contract does not overlap. Apart from
associating service contracts to products, contracts can be associated to accounts alone. Thus based
on the associated contracts, any request raised for the account should be resolved based on the
support plan and applied due by time.
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Account Contract having multiple Products

Product 1 b=

=

[E]

- - a

% Product 2 . E
Account L& =
® :

Product 2 Contract P

Account Product having multiple Contracts

Contract 1
Product 1 < Contract 2
F‘rﬂduct ) Contract 3
Ac:munt -

Different Time Periods

Pr-::nduct 3

Contracts cannot be created for a product with overlapping time periods.

Note:

1. Contracts plays a vital role in setting the due by time for a request.

2. The time period of two different contracts associated to an account should not overlap.

Resolving requests based on Contracts

Users raise requests into SupportCenter Plus and these requests are resolved based on contracts,
provided the user has an account in the SupportCenter Plus database. If the user has an valid

account, then the contract associated to the account is identified after which, the due by time for the
request is applied.

The work flow explains how contracts are involved for resolving requests.
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Identify Customer

I= the customer and his

company avallable inthe Identify active Contract : Support Plan
Contact database? Yes p Finds the Support
Shep: 1 Plan from the Yes b sLA
ﬁ} Firdirg the Account/product confract Contract
Cj 1|||’ 4 e, Does the Support
g Step: 3
e Lo !Illenﬂ'ly Product Bt Aot ket o Plan have associated
Request Does the Customer Request p SLAs?
I pertain to any product? I
|
Yes
-
No
» Uses the Default

Support Plan Due-by Time applied

Identify the Customer/Product

On receiving request from a customer in the application,

e A search is conducted for the customer and his company in the available list of contacts in the
database, i.e., if the customer has an existing Account in the database, and
e If the customer's request pertains to any Product that is associated to the account.
If the customer and his company details are not available in the list of contacts in SupportCenter Plus
database, then the Default Support Plan is applied for that request.

Identify the Active Contract

Identify the associated contracts and analyze if the account has an active contract,

e If the customer's account is available in the database, and if the request pertains to a product
then the contract associated for the product is identified.

e |f the customer's account is available in the database, and the request does not pertain to any
product then the contract associated for the account is identified.

Service Level Agreement and Support Plan

The support services offered for an account is listed in the corresponding contract details. Based on
the account, the Support Plan has associated Service Level Agreement with certain SLA rules. Using
these SLA rules the due by time for a request is applied.
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Contracts List View

The contract list view page displays all the active and expired contract configured in SupportCenter
Plus application. The page includes various useful functionality such as,

e option to view contracts based on pre-filters

e customize columns to be displayed in the list view

e set the number of contracts to be displayed per page
e search for contracts using search string

e adding and managing topics

On clicking to the Contracts tab in the header pane, the page re-directs to the contract list view page,

Manag: s | @ ~ administrator (L

SupportCenter ™  General ¥

Home Requests Solutions EOTIGETSEN Accounts Contacts Admin Reports  Dashboards

O Adddew... = | @logacall | | s
Contracts >All Active Contracts

All Active Contracts

» Views I~

Contract Views

» All Active Contracts
q | Search

All Expired Contracts

¥

» Created in the last 7 ... Q [ New Contract Delete 1-30f3 25 per page :z|
» Crested in the last 30... | ] Contract Name Account Name Status Support Plan Support Type Q BEL
» Created in the last 3 ... - .
|l [# Bolinger Contract Bolinger Active Platinum Hour Based

» Expred in the last 30... -

. | [# Accent Contract Assent Active Gold Incident Based
» Expiring in next 7 day...

o I e rar
» Expiring in next 30 da... H [ # Maintenance Contract Acme Active Gold Incident Based

¥

Expiring in next 3 mon...

¥ Recent [tems
1} Maintenance Contract...
i Assemt

di Bolinger
&b

Acme

Representation of Icons in the Contract List View,

(4~ modify or edit contracts.

A column-wise search option to search for contracts based on contract name, support plan and so
on.

- select the columns to be displayed in the list view.
From the Contract List View page you can,
1. Custom and Manage Views: Customize the page to display contracts using Custom View

option. You can create criteria to filter contracts accumulated in the contract list view page.
Thus sorting and viewing contracts based on your requirements. You can create, reorder, and
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manage the custom views. The custom views created can be made public or private. [Refer

Custom Views for more information.]
2. Set the number of Contracts per page and navigation buttons: You can set the number of

contracts to be displayed in the contract list view page.

1-60f6 25 per page W

10 per page
Account Name Sup D pport Type Status
50 per page

Contract... Acme Corporations Gold 100 per page ilent Based Active

Maukari Support Plan 3 Incident Based Active

3. Recent Items: All the recent items viewed by you is displayed under this block. You can
navigate back to those pages on clicking on the item link.

* Recent Items

& Sharon Harper

@i Acme Corporations
[@ Resolution for iphon...
14 Maintenan

[@ Restart online dema

4. Request based on filters: View specific group of contracts through pre defined filters. [Refer
Contracts based on filters for more information.]
5. New Contract: Create New Contract for an account/product. [Refer Adding New Contract for

more information.]
6. Delete: Bulk Delete of contracts. [Refer Deleting Contracts for more information.]
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Contracts based on filters

You can view contracts based on filters from the contract list view page. In addition, you can also
create new filters using the Custom View option to place contracts in specific groups. There are some
pre defined filters in SupportCenter Plus as shown,

A 'ﬁ' Contracts =All Active Contracts
* Views x =

All Active Contracts

Contract Views

» All Active Contracts

) Q | H | Mew Contract | Delete
» All Expired Contracts
» Created in the last 7 ... [ Contract Name
¥» (Created in the last 30... O] [# FacilitiesDesk Maintenance Contract...
¥» Created in the last 3 ... (] [# service & Sales Contract

» Expired in the last 30... [] [# Contract for ZOHO

¥ Expiring in next 7 day... ] [# Maintenance
O [# Support
[] [# cContract for Acme

¥» Expiring in next 30 da...

¥» Expiring in next 3 mon...

e All Active Contracts
Lists all the contracts that are active and yet to get expired.

e All Expired Contracts
Lists all the contracts with expired active period.

e Created in the last 7 days
All the contracts created in the last 7 days is displayed.

e Created in the last 30 days
Lists of contracts created in the last 30 days.

e Created in the last 3 months
Lists all the contracts created in the last 3 months.

e Expired in last 30 days
Lists all the contracts expired in the last 30 days.

e Expiring in next 7 days
Lists all contracts expiring in next 7 days.

e Expiring in next 30 days
Lists all contracts expiring in next 30 days.

e Expiring in the next 3 months
Lists all contracts expiring in the next 3 months.
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Custom Views

You can create your own customized page to display contracts using Custom View option. You can
specify the criteria to filter the contracts accumulated in your Contract list view page. Thus helping you
to sort and view contracts based on your requirement.

e Create Custom View
e Reorder Views

e Manage View

Creating Custom View

Using Custom Views, you can create filters to view all contracts of an "Account Manager" or contracts
beginning from a particular date.

1. Click Contracts tab in the header pane to open the contract list view page.

2. Click ¥~ in the Views section and select Add Custom View from the drop-down list.

MR I ToaT -H-v Contracts =All Active Contracts
Contr & Add Custom View \”_”) All Active Contracts
» al T Reorder Views
— . Q ([ | New Contract | Delete
» 4| £ Manage Custom Views
¥» Created in the last 7 ... [ Contract Name
» (Created in the last 30... [1 [# FacilitiesDesk Maintenance Contract...
» Created in the last 3 ... [] [# Service & Sales Contract

» Expired in the last 30... [] [# Contract for ZOHO

®» Expiring in next 7 day... [] [# Maintenance
] [# Support
O] [# cContract for Acme

» Ewpiring in next 30 da...

¥» Ewpiring in next 3 man...

3. Inthe Add Custom View page, specify a View Name like "Account Manager Filter". This field
is mandatory.

4. If you are the administrator and want this custom view to be available only when you log in,
select the check box beside Make this view as private custom view. The custom view is
made private. By default, the custom view for an administrator is public.
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If you are a support rep without administrator login privilege then by default the created

custom view is private. The option to "Make this view as private custom view" is not available.

5. Inthe Advance Filtering block, select the criteria to be filtered from Column drop down
along with its matching Criteria. For instance, select "Account Manager" from Column drop
down and "is" from criteria.

6. Click on Choose button.
7. From Select Column Data pop up, choose the account manager from the list.

8. Click Add to Filter button to save the filter criteria details. The filter criteria is listed in Filter
Set block.

9. If you wish to add more filter conditions to this view then, select the required column, criteria &
conditions of the filter.

10. If there are more than two criteria, specify AND or OR conditions by enabling either of the two
radio buttons.

11. Click Save. Click Save and Add New to save and add another custom view.

The Custom View is now displayed under Views in the contract list view page. The custom view
marked as private is listed under My Views and the public custom view is displayed along with the
predefined filters.

+ Wiews ‘H"

Contract Views

¥» All Open Contracts

¥ All Expired Contracts

¥ Created in the last 7 ...
¥ Created in the last 30...
» Created inthe last 3 ...
¥» Expired in the last 30...
¥» Expiring in next 7 day...
¥» BEwpiring in next 30 da...

¥» Bwpiring in next 3 mon...

¥» Account Manager Filter...
My Views

» Contracts based on Sup...
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Reorder Views

Reorder feature in Contracts module allows you to set the order of contracts view preferred.
To reorder the contract view:

1. Click Contracts tab in the header pane to open the contract list view page.

2. Click ¥~ in the Views section and select Reorder Views from the drop-down list. The
Reorder Views pop up page opens.

Reorder Yiews 9

all Expired Contracts

Expiring in next 30 da...

Expiring in next 7 day...

Expiring in next 3 mon... il
All Active Contracts

Expired in the last 30... il
Created in the last 30..,

Created in the last 3 ..,

Created in the last 7 ..,

Save Cancel |

3. Select a view which you wish to reorder. Say, 'Created in the last 7 days' and click 1' to
move the view upward or click il to move the view downward.

4. Click Save. The selected view is reordered.

Manage Custom Views

You can view all your customized view under Manage Custom Views. From this page you can add,
edit and delete a custom view.
1. Click Contracts tab in the header pane to open the contract list view page.

2. Click ¥~ in the Views section and select Manage Custom View from the drop-down list.
The Custom View page opens listing all the created custom views.

e ®-indicates the custom view is public and can be viewed by all users.

e Tix- indicates the custom view is private and can be viewed only by the creator of the
custom view.

Zoho Corporation Pvt. Ltd.

219



S ManageEngine SupportCenter Plus - Admin Guide )

Contracts = Custom Views

Custom Views

New Custom View | Delete
F Filter Name Created By
O & T Account Manager Filter administrator
O = % Contracts based on Support Plan administrator
Note
/_‘é:r? 1.If you are the administrator then you can view all your customized private and
public views.

2. If you are a support rep then you can add only private custom views.

Edit Custom Views

To edit a custom view,

1. Click the edit icon [# beside the filter name you wish to edit.
2. From Edit Custom View page, edit the details.
3. Click Save. You can also add a new custom view by clicking Save and Add New button.

Delete Custom Views

To delete custom views,
1. Select the check box beside the custom views to be deleted. The administrator has the
privilege to create and delete public views.
2. Click Delete button. A pop up window confirming the delete operation appears.
3. Click Ok to proceed. The Custom View is deleted from the list.
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Customizing Contracts List View

ManageEngine SupportCenter Plus gives you an option to customize the contract list view page by
including columns of your choice.

To customize columns displayed in the list view,
1. Click on the Contracts tab in the header pane to open the contract list view page.

2. Click on Column Chooser icon B&. The available columns that can be displayed in the list

view pops up. The columns that are currently visible in the list view is indicated with selected
check box.

Contracts >Created in the last 3 months i I "I i | | @

Created in the last 3 months
select box &
Q Eﬂ.| New Contract | Delete | 1-11of 1 Edit
|:| Contract Name Account ontract Name Type Q. B
. +*+
[J [# Service Contract Acme Cor Account Name J i
[J [# Maintenance Contract Acme Cor Support Plan ﬂ sed
[J [# Maintenance Contract renewed Acme Cor Support Type
[] [# Service Contract renewed Acme Cor| [ | Status
— ) :
[ ¥ Sservice MNaukari [] Start Date v i
[J [# EacilitiesDesk Maintenance Contract... &cme Cor s oo zed
[0 (¥4 service & Sales Contract MNaukari | sed

3. Toremove a column, de-select the check box and click Save.

4. To add a column to the list view, select the check box beside the column you wish to add.
Click Save.

5. To change the column order, click the up and down arrow after selecting the column that you
wish to move.

6. Click Save. Only the selected columns are added in the contract list view.
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Search Contracts

You can search for contracts based on the keywords and column wise search based on contract
parameters like contract name, account name, support plan and so on.

Search Contracts based on
e Keywords

e Column-wise Search

Search Contracts based on Keywords

Contracts tab
1. Click Contracts tab in the header pane to open the contract list view page.
2. Enter the keyword in the search field provided.

3. Click Search. All contracts that match the keyword provided by you in the search field is
displayed.

All Active Contracts

qQ, Search

Q Eﬂ.” MNew Contract | Delete | 1-3

|:| Contract Name Account Name Co

[ [# Maintenance Contract Acme Corp

Performing a Global Search

You can also perform a Global Search that searches the keyword in every module at one go.
Advance search options such as, Wildcard search, phrase search, boolean search, field specific
search and much more, can be used to make the search effective. To know more, click Search Tips.
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earch All D’ [ @ Log a Call | | v

Requests
Accounts
Contacts
Solutions
Contracts
Products

FNEEEEEE

Archived Requests

Column-wise Search

To perform a column-wise search,

1. From the contract list view page, click on Search icon .. The search field opens just below

every column that is visible in the list view.

2. Enter the search string in the column of your choice. You can enter keywords in more than
one column to perform a combined column search.
3. Click Go. The search results matching the search string(s) are displayed.

|:| Contract Name Account Name

@ | Mew Contract | Delete | 1-110of 11

Support Plan

25 per page ¥

Support Type

Status @Eﬂ,

|GD

|Maintenan:e | |A|:rr|e | | | |a|:tive
[J [# Service Contract Acme Corporations  Platinum Hour Based Expired
O [# Maintenance Contract Acme Corporations  Gold Incident Based Expired
[J [# Maintenance Contract renswed Acme Corporations  Gold Incident Based Expired
[ [# service Contract renewed Acme Corporations  Platinum Hour Based Expired
O [ service Naukari Support Flan 2 Hour Based Expired
[ [# FacilitiesDesk Maintenance Contract... Acme Corporations  Gold Incident Based Active
O [# service & Sales Contract Naukari Support Plan 3 Incident Based Active

"?
@\ 2. You cannot search for contracts based on any of the date fields.

Note |1, The search would return the results for any of the text fields of the contract.
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Creating New Contract

Contracts are services offered to an account and their associated products for a definite time period.
You can create a service contract for an account with a single or multiple products. For products
associated to an account, you can associate a contract to all products with the same active period of
contract.

The hours/incidents mentioned for a contract should be used within the active period. The unused
hours/incidents in the contract period will be lost when the contract expires. If the hours/incidents

used exceeds the contract hours, the exceeded hours/incidents will be shown with negative sign.

Note: You cannot create multiple contracts for a single product with the same time period.

Adding new contracts

The new contract form can be accessed by two ways in SupportCenter Plus application.
Add New drop down.
Contracts tab

Add New drop down

The Add New drop down is a quick navigator to instantly access the New Contract form from the
home page.

Q-|

| © add New... Thl | @Llogacall || 3¢
W/

Request
Reminder
Task
#| Ewent
Canned Response | ——
Solution

Contract

5
B
%
=)
L
]

Acocount
Contact
Product
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To configure the New Contracts, go to Step 3 in Contracts tab.

Contracts Tab

1. Click Contracts tab in the header pane to open the Contract list view page.

2. Click New Contracts button.

3. From the New Contract form, specify the Contract Name. This field is mandatory.
4. Specify the Contract Number.
5

Specify the Active Period (Start date and End date) of the contract using the calender icon

i If the End date is not specified then the contract is active for ever. This field is mandatory.

6. All the accounts configured in SupportCenter Plus are listed in Account Name drop down list
from which you can select the account to associate this contract.

If the account name is not listed then, you can add a new account by clicking Add New
Account link beside account name field. This field is also mandatory.

7. If you are creating contracts for all the products associated to the selected account, choose
All Requests raised by this Account option under the Apply Contract to field. By default,
this option is selected. Or, if you are creating contracts for particular products then choose the
Products option. The Search Products section is displayed from where you need to search
products by entering the search keyword in the search field.

Note: The Search Products section displays the products associated to the selected
account.

8. To move the products to the Selected Products block, select the product and click >>
Assign button. You can also select all the products by selecting Select All checkbox.

Apply Contract to *

(@) all Requests raised by this Account

i@ Products

-- Search Products -- Selected Products

Infusion Typhoon Soccer Ball + PC Tour Personal Golf Stimulator -
Platinum Golf Club Airporter

Solar Cool Cap
Tom Watson Wedge Pack

[[] select &ll

Apply Close

Zoho Corporation Pvt. Ltd.

225



9.

10.
11.

12.

13.

14.

15.

16.

17.

18.

.

ManageEngine SupportCenter Plus - Admin Guide )

Click Apply button.
Enter a brief Description about the contract.

Under Support Plan details block, choose a plan from the Select a Plan drop down list. While
configuring a support plan, if you have specified the Support Type as 'Incident Based' and
filled in the values such as No of Incidents, Total Cost, and Hourly Rates the same is
populated in the new contract form.

If you have selected the Support Type as 'Hour Based' and filled in values like No of Hours,
Total Cost, and Hourly Rates, the same is populated in the new contract form. Refer Support
Plan to know more.

If any SLA applied to the selected Support Plan, the details are displayed under the SLA
Details block.

All the available support services configured are listed and the services offered by the
selected Support Plan are automatically enabled. If required, you can Add New Service to
the list.

To attach any relevant file to the contract,
1. Click Attach to open Add/Remove attachment window.
2. Click Browse to locate the file.
3. Click Attach. The file is attached along with its size.
4

Click Done to close the page. The File attached field consists of the name of the file
attached.

You can notify users before the contract expires by selecting Enable Notification check box.
The Available Users list is displayed from which you need to select users and move them to
Selected Users list by clicking >> button.

Specify the days before which the user has to be notified of the contract expiry in the Notify
before field.

According to your support plan, you can specify the hours and incidents before which the
user has to be notified of the contract expiry in the Notify before filed.

Save the details.
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Contract Details Page

The details of the contract added by you, while creating the contract are displayed under Contract
Details page. From this page, you can view the contract details, renew the contract when the contract
expires, and also print the contract details.

To view the contract details page,
1. Click the Contract tab in the header pane.

2. From the List View, select Contract Name link of the contract to be viewed. The View
Contract details page opens.

Contract Details

This block displays details of the contract that was entered at the time of creation. The details include
the name of the contract, contract number, name of the user who has created the contract along with
the date and time, the status of the contract and the date when the contract is going to expire. The
details also include name of the account to which the contract is associated, the active period of
contract, the services offered in the contract, the support plan and the support type. The SLA's
configured for the support plan is listed under the SLA Details block. To view the account details, click
the link of the Account Name. The page redirects to the Accounts tab where you can perform edit
and delete operations. You can also view the contract related documents attached with the contract.
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Contracts = Wiew Contract

| Edit | Renew | PrintPreview

4 Maintenance Contract

] S Status 1 Active
Contract Number : Created On: Jun 28, 2011 12:25 PM | Created By: administrator

J Details H Renewals

Yalid Till : Thu, 28 Jun 2012

Contract Name Maintenance Contract MNo. of Hours 10 Hrs O Minutes

Account Name Acme Hours Spent 0 Hrs 0 Minutes

Active Period Tue, 28 Jun 2011 - Thu, 28 Jun 2012 Hours Remaining 10 Hrs O Minutes

Total Cost $ 100,00 Hours Usage |
Description Maintenance Contract for the account - Acme

Attachments Maintenace Contracttxt ,

Products All Products

Services Covered Service, Maintenance, Support

Support Plan details

Support Plan 5LA Details
Support Plan Gold
Ll Override
Support Type Hour Based SLA Name Resolution Time Response Time gperational
ours

Emergency Rate $200.0 / hour

=LA For High - : ;
Mormal Rate $100.0 / hour Priarity g ODays 1Hrs OMins ODays OHrs 30Mins <
Weekend Rate $150.0 / hour e ;

ar Morma : : ,
Priarity 0Days 2ZHrs OMins ODays 1Hrs OMins +
SLA Far Low Priority  0Days 4Hrs OMins 0Days ZHrs OMins <

Motifications
Notify to

MNotify before 2 Days

Hours Left Notification 2 Hours

If you have enabled notifications to be sent to users before the contract expires, then the Notification
block appears. The contract expiry notification can be customized in Admin -> Notification Rules ->
Contract sub tab.

Adding Tasks

The Tasks associated to the account are listed under the Task block. Click the Title link of the task to
view the task details. The page redirects to the Activities tab, from where you can perform edit and
delete operations. You also have an option to add new tasks from this page. Refer Add New Task to
know more.

Adding Events

The Events associated to the account are listed under the Events block. Click the Title link of the
event to view the event details. The page redirects to the Activities tab, from where you can perform
edit and delete operations. You also have an option to add new event from this page. Refer Add New
Event to know more.

Zoho Corporation Pvt. Ltd.

228



S ManageEngine SupportCenter Plus - Admin Guide )

Contract Renewal Details

The renewal details of the contract can be viewed under the Renewals tab. The renewals are listed in
ascending order of active period as and when the contract is renewed. The latest renewal details will
be displayed in green color while the older renewal details will be listed in blue color in a non-editable
mode. You can click ' * ' icon to view the older renewal details. The details include the active period of
the contract, the total cost, the services offered, the support plan, the products associated, and the
attachments related to contract. You can edit the latest renewal details by clicking the Edit button. The
page redirects to the Edit Contracts page where you can edit the contract details. Refer Renewing
Contract to know more.
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Editing and Deleting Contracts

ManageEngine SupportCenter Plus provides you with the option to modify and delete the existing
contracts provided you have the corresponding access permission.

Note
If a request raised is resolved based on a particular contract then that contract cannot

%r
@T be deleted.

Edit Contracts

You can edit contracts either from the list view or from the contracts details page. To edit contracts

from the list view,

1.

2.

Click on the Contracts tab in the header pane to open the contract list view page.

Select the Edit icon [ beside the contract you wish to edit. The Edit Contract form opens
with values populated while adding the contract.

Edit the contract details and Update the changes.

To edit contracts from the contract details page,

1.
2.
3.

Click on the Contracts tab in the header pane to open the contract list view page.
Click on the Contract Name to be edited.

From the contract details page, click the Edit button. The Edit Contract form opens with
values populated while adding the contract.

Edit the contract details and Update the changes.

Delete Contracts

Click on the Contracts tab in the header pane to open the contract list view page.
Enable the check box beside the Contracts Name to be deleted.
Click on Delete.

A pop up window confirming the delete operation appears. Click Yes to proceed. The
contracts is deleted from the list.
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Renewing Contract

You can renew a service contract once the active period has expired. The active period needs to be
specified in order to renew the contract.

To renew a service contract,

1.
2.

10.

11.
12.

Click Contracts tab in the header pane to open the Contract list view page.

Select the filter option from Contract Views block say, all expired contracts or contracts
expiring in next 30 days.

Click the Contract Name you wish to renew.
From the contract details page, click Renew button to renew the contract rules.

Specify the Active Period (Start date and End date) of the contract using the calender icon

= If the End date is not specified then the contract is active for ever. This field is mandatory.

You can renew the contract for the same products or you can select other products from the
drop down. If you are creating contracts for all the products then choose the All Requests
raised by this Account option under the Apply Contract to field. Or, if you are creating
contracts for particular products then choose the Products option. The Search Products
section is displayed from where you need to search products by entering the search keyword
in the search field.

To move the products to the Selected Products block, select the product and click >>
Assign button. You can also select all the products by selecting Select All check box.

Click Apply button.
Enter a brief Description about the contract.

Under the Support Plan details block, if the support type selected is 'Incident Based', you can
modify the Hourly Rates, Total Cost, and No. of Incidents.

If the support type selected is 'Hour Based', you can modify the Hourly Rates, Total Cost,
and No. of Hours.

You can select the required Support Services, or you can Add New Service to the list.
To attach any relevant file to the contract,

1. Click Attach to open Add/Remove Attachment window.

2. Click Browse to locate the file.

3. Click Attach. The file is attached along with its size.

4

Click Done to close the page. The File attached field consists of the name of the file
attached.
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13.

14.

15.

16.

You can notify users before the contract expires by select Enable Notification check box.
The Available Users list is displayed from which you need to select users and move them to
Selected Users list by clicking >> button.

Specify the days before which the user has to be notified of the contract expiry in the Notify
before field.

You also have an option to specify the hours before which the user has to be notified of the
contract expiry in the Notify before field.

Save the details. The contract is renewed and listed under the Renewals tab.
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Printing Contracts

You can print and preview the entire contract content using Print Preview option.

To print a contract,

1.
2.
3.

Click Contracts tab in the header pane to open the contracts list view page.
Click the Contract Name link of the contract you wish to print.

From the Contract details page, click Print Preview button. The contract details is displayed
in a printable format.

Click Ctrl + p keys to print the contract details.

Set the required options and click Ok.
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Products

Commodities purchased by the account are called products in SupportCenter Plus. You can either
import all the product details into the application using Import Products from CSV or you can add
the products purchased manually and associate them to accounts. Say, Dell Latitude D600 is a
product representing Dell Laptops.
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Products List View

The products list view page organises and displays all the products configured in SupportCenter Plus.
The following functionality can be performed from the products list view,

customize columns to be displayed in the list view.

set the number of products to be displayed per page.

search for products using the search icon.

On clicking the Products tab in the header pane, the page redirects to the products list view page.

Eroducts > All Products

All Products

Q

New Prcduct| Delete |

Search

I e Y Y Y i e

Product Name

zoho hour product

| #% [Rave Agualog

NEA Official Basketball

#% _Platinum Golf Club Airporter

Classic Accessories 63007 Float Tube Fins

Solar Cool Cap

EC Tour Personal Golf Simulator

| Infusion Tvphoon Soccer Ball

#% _Huffy Titanium Portable Basketball System

1-100of11

Rave Anchor Bag

10 per page E

Product Type Warranty Period

Geneal Product Type 4 Years
Water Sports

Basketball

Golf

Water Sports

Golf

Golf

Basketball

Basketball

Water Sports

§ Import Products from CSV

Unit Price

100.00

259.99

24.99

129.99

34.99

19.99

249.99

17.99

1599.99

19.99

Part No. Q

qaq

From the List View page, you can:

1.

Set the number of products per page and navigation buttons: You can set the number of
products to be displayed in the list view page.

Recent Items: All the recent items viewed by you is displayed under the Recent Items block.
You can also navigate back to the pages on clicking on the item link.
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¥ Recent Items

& Sharon Harper

@i A~cme Corporations
[@ Resolution for iphon...
4 Maintenan

[@ Restart online demo

3. New Products: Creating New Products. [Refer Adding New Product for more information.]

4. Bulk Operations - Delete: Delete bulk products from the list view.
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Adding New Product

Products are the commodities purchased by the account in SupportCenter Plus. You can add
products manually in SupportCenter Plus.

Adding New Product

The new product form can be accessed by two ways in SupportCenter Plus application.
a. Add New drop down
b. Products tab

Add New drop down

The Add New drop down is a quick navigator to instantly access the New Product form from the home

page.
I -

| © AddNew.. W | @LogacCall | |
Ll I
.@ Request

Rerminder

Taslk

| Ewvent

4
F.—_l
A
=)
L
fi

Canned Respaonse

=
—
[

|
=]

Solution
Contract
Acocount

Contact

Product

To configure the New Product, go to Step 3 in Products tab.

Products Tab
1. Click the Products tab in the header pane to open the product list view page.
2. Click New Product button.
3. From the New Products form, specify the name of the Product in the Product Name field.
This is a mandatory field.
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4,

9.

Choose the Product Type under which you would like to classify the product from the drop
down.

If the product type is unavailable in the list, then you can add a new product type using the
Add Product Type link. The drop down box disappears and a text field appears with tick and
cross mark, where you can enter the Product Type and click the tick mark to add the product
type.

Enter the Part No. of the product.

You also have an option to enter the Warranty Period of the product by choosing the number
of years and months from the drop down.

Enter the purchased price of the product in Unit Price ($) field.

If you have added any Additional Product Details fields then the additional fields is displayed
under Additional Product Details block.

Provide the brief description about the Product in the Description field.

10. Click Save. The product is added to the product list.
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Editing and Deleting Products

ManageEngine SupportCenter Plus provides you with the option to modify and delete the existing
products, provided you have the corresponding access permission.

Edit Product

1. Click the Products tab in the header pane to open the products list view page.

2. Click the Edit icon [ beside the name of the product you wish to edit. The Edit Product page
opens with the values populated while adding the product.

3. Modify the details and Update the changes.

Alternatively, you can also edit the products from the product details page. To edit the product from
the product details page:

1. Click Edit button.
2. The Edit Product page opens with the values populated while adding the product.
3. Modify the details and click Update.

Delete Product
A product can be deleted only if it is not being referenced under Accounts and Contracts module.

To delete bulk product information from the application:
1. Click the Products tab in the header pane to open the product list view page.
2. Select the check box beside the name of the product you wish to delete.
3. Click the Delete button. A confirmation dialog pop-up.
4. Click OK to proceed with the deletion of the product information.

Alternatively, you can also delete products from the product details page. To delete the product from
the product details page:

1. Click Delete button. A confirmation dialog pop-up.

2. Click Ok to proceed with the deletion. The product is deleted from the list. If you do not wish
to delete the product, click Cancel.
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Marking a Product as Inactive

In SupportCenter Plus, a product could not be deleted if accounts, contracts, or requests were
associated to it. These products remain active and appear in the product drop-down list while creating
requests and contracts. To avoid a long list of inactive products in the products drop-down list,
SupportCenter Plus has provided a feasible solution with Mark as Inactive option in the product
details page, using which, any further contracts, business rule, or SLA for that product cannot be
created.

Note
[/—:“:’? Requests cannot be created for inactive products.

To mark a product as inactive,
1. Click Products tab in the header pane.

2. From the product list view page, select the product to be marked as inactive.

& Infusion Typhoon Soccer Ball

Product Details | Mark as Inactive || Edit | Delete

Product Name Infusion Typhoon Soccer Ball Part No. SH234543
Product Type Basketball Warranty Period 2 Years 5 months
Unit Price(%) 17.99

Description

3. From the product details page, click Mark as Inactive button. A confirmation dialog appears.

4. Click OK to proceed. The status of the product is turned to inactive.

1. Once the product is made inactive, the Delete button disappears and Make as
Note Active button appears.

—~%
2. Theicon "@ beside the product name indicates that the product is made inactive
and this icon gets displayed wherever the inactive product is used.
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Marking a Product as Active

When the status of the product is marked as inactive, the Mark as Inactive button changes to Mark as
Active. To bring the product back to the active state, click Mark as Active button.

f@ Infusion Typhoon Soccer Ball

Inactive Product
Product Details | Mark as Active || Edit |
Product Name Infusion Typhoon Soccer Ball Part No. SH234543
Product Type Baszketball Warranty Period 2 Years 5 months

Unit Price(%) 17.99

Description
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Importing Products from CSV file

The product details include the products purchased by the Accounts along with the details such as
warranty period, unit price and so on. You can either import products from other application or you
can directly import the products in CSV format into SupportCenter Plus.

To import products from CSV file,
1. Click the Products tab in the header pane to open the products list view page.

2. Click Import Product from CSV link.

EBroducts = All Products
All Products |,',L Import Products from CSY
Mew Product | Delete 1-5af 5 10 per page W

F] Product Name 3% Product Type Unit Price Warranty Period a |
E [# Classic Accessories 63007 Float Tub,.. Water Sports 34.99
¥ [# Huffy Titanium Portable Basketball ... Baskethall 199,99
L] [# nBa Official Basketball Basketball 24.99
4 [# PC Tour Personal Golf Sirmulatar Golf 249,99
F [# Platinum Galf Club Airporter Gaolf 129,99

Step 1: Upload CSV file
1. Click on Browse button to select the CSV file.
2. On locating the CSV file from the file chooser window, click Open.
3. Select the File Encoding from the drop down.
4. Click Next >> button.
Step 2: Map Columns
1. Map the application sales field with the field names from the CSV file.
2. Click Next>>. Click Previous << to go back to Step 1.
Step 3: Import
1. Click Import Now button. The product details from the CSV file is imported.
2. Once the import is complete, the data on how many records were added, how many
overwritten, and how many failed to import is displayed in the pop-up.
3. If at any point you wish to stop importing from the CSV file, click the Exit button.
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Accounts

ManageEngine SupportCenter Plus allows you to maintain valuable customer information and keep it
up-to-date. The account information gives you details of the contacts, products and contracts
associated to an account. Furthermore, for accounts with branches in different locations, each branch
is added as a sub account of the account. Thus maintaining information of the branches of an account
too.

Adding each and every account manually and keeping it up-to-date can be tedious and wearisome.
Hence SupportCenter Plus provides two easy ways to add your Customer information.

a. Importing from Outlook

b. Importing from CSV and schedule a CSV import.

Easy ways to add your Customer information

ﬂ% 7 Import from CSV
¢

To enable organizations to guickly populate the
customer database, SupporCenter Plus provides

an easy-to-use CSV impaort option to import all
relevant information from your existing database

% Import from Outlook

The Outlook edition can be installed as a Plugin
on MS Qutlook, which can be used to synchronize
the contacts between MS Outlook and

L

D Schedule the C5V import

SupportCenter Plus also provides a CSV-based
option to keep it's database in synch with your

SupportCenter Plus organization's customer database

Importing from Outlook

The SupportCenter Plus Outlook edition is productivity-enhancement software that can be used with
SupportCenter Plus system and Microsoft Outlook. The Outlook edition can be installed on user's MS
Outlook as a plugin, which can be used to synchronize the contacts in between Microsoft Outlook and
the SupportCenter Plus. [To know more refer, MS-Outlook Integration with SupportCenter Plus]

Importing from CSV & Scheduling CSV Import
The easy-to-use CSV import option quickly imports all the relevant information from the existing

database and also provides an option to keep the database in sync with the organization's customer
database.
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Accounts List View

On clicking the Accounts tab, the page redirects you to the Accounts List View page where you can
maintain and organize all the accounts created in SupportCenter Plus. You have the facility to,

Customize the page to display the accounts

Option to view accounts based on filters

Import Sales details, Accounts/Contacts from CSV
Effective Search option through keywords and alphabets.
Assigning Topic Template to Account.

Set the number of accounts to be displayed per page

Perform operations such as creating new account, editing, deleting and converting into
Accounts into Sub Account.

From the Accounts List View, you can:

1.

Custom Views - Customize the page to display the accounts using Custom Views option. The
accounts is sorted based on the filter criteria you specify while creating the custom view. You
can create, reorder, and manage the custom views. The custom views created can be made
public or private. [Refer Custom Views for more information.]

Import Sales Details from CSV : Quick and easy to import all the sales details from other
applications into SupportCenter Plus.

Import Accounts/Contact from CSV : Import relevant data of account and contact information
from the existing database as well as from other applications.

Creating New Account : Create New Accounts in the application.

Bulk Operations

e Deleting Accounts : Delete bulk accounts from the list view. Deleting accounts will
automatically delete all the contacts associated to the account.

e Editing Accounts : Perform bulk edit of the fields such as, Industry, Account Manager
and Time Zone from the accounts list view.

e Assigning Topic Templates to accounts : Assign solutions on particular topics to
accounts through Topic Template.

e Convert Account into Sub Account : Convert existing Accounts into a Sub
Accounts from the list view.

1. Select the check box beside the accounts to convert as sub account from the
list view.

2. Select the Account to which the sub accounts should be added from the
drop down beside Convert as Sub Account button.
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3. Click Convert as Sub Account button. A confirmation dialog appears.

4. Click Ok to proceed. The selected accounts are converted as Sub Accounts.

In the image below, "Acme Corp" and "Acme Inc" are selected as the Sub Account for
the Account "Acme".

[a search Bl [~] (8] [c] [o] [E] [F] [&] [A] (L] (2] (k] [c] [m] [~] [o] [F] [@
Q fH | MNew Account | Delete | Edit | Topics Template = ‘lﬂ v Convert as Sub Account I Copy to~
= Account Name 2 Phone Email Account Manager

] [# Acme 9587-849-4732 info@acme.com Matt Brady
(] [# Acme Corp 987-849-4333 info@acmecorp.com Andrea Whitman
@ [# Acme Inc 937-849-3888 info@acmeinc.com Christine Jones

In addition, you can add new Sub Accounts to accounts and also convert accounts into
sub accounts from the accounts details page. Refer Sub Accounts to know more.

6. Search: Conduct a search for accounts either through keywords, alphabets or column-wise
search option.

All Accounts

[Q ZOHO Corporation |_search | Al A

Q, Eﬂ.| NEWA::::Gunt| Delete | Edit | Topics Template =

|:| Account Name 2

7. Setthe number of accounts per page and navigation buttons : View the entire list of
accounts configured in SupportCenter Plus application by settings the number of accounts to
be viewed per page. Navigate through the pages using the next and previous navigation
buttons.

P Q R 5 T u ¥y w| X Y £

1-4cfd 25 per page | W
10 per page
Account Manager Account N D
50 per page
Alan Smith Acme Corpp|100 per page
Andrea Whitman Acme Inc

8. Recent Items: All the recent items viewed by you is displayed under the Recent Items block.
You can also navigate back to the pages on clicking on the item link.
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¥ Recent Items

& Sharon Harper

@} Acme Corporations
[@ Resolution for iphon...
15 Maintsnan

Restart online demo
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Accounts based on Filters

You can view accounts based on filters from the accounts list view page. In addition, you can also
create new filters using the Custom View option to place accounts in specific groups. There are some
pre defined filters in SupportCenter Plus as shown,

Accounts = All Accounts

¥ Yiews e 2
Account Views All Accounts
» All Accounts
» Recently Added Account... a
®» pccounts Having Contra.., Q Ei| SR, o
¥» fAccounts with SubAccou..,
FI Account Name 2

¥» Active Accounts
[] [# Accenture

» Inactive Accounts

FI [# Acrme Corporation

e All Accounts
Lists all the accounts available in SupportCenter Plus

e Recently Added Accounts
Lists the most recently added accounts

e Accounts Having Contracts
Lists all the accounts associated to a contract

e Accounts With SubAccounts
Lists all the accounts with sub accounts

e Active Accounts
Lists all the active accounts in SupportCenter Plus

e Inactive Accounts
Lists the accounts that have been marked as inactive. Inactive accounts are accounts that are
no longer your customers.
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Custom Views

You can create your own customized accounts list view page. The accounts is sorted based on the
filter criteria you specify while creating the custom view. Thus helping you to sort and view the
accounts based on your requirement.

e Create Custom View
e Reorder Views

e Manage View

Creating Custom View

If you want to view all the accounts with similar "Topics Template",
1. Click Accounts tab in the header pane to open the accounts list view page.

2. Click ¥~ in the Views section and select Add Custom View from the drop-down list.

Accounts = All Accounts
¥ Yiews E e 2

Acce " Add Custorn View All Accounts
» a T Reorder Views
» p = Manage Custorn Views Q

*» fccounts Having Contra.,, Q, Ei| — | o

¥» Accounts With Subdcoou..,

_ F Account Name 2
»  fAchive Accounts

[] [# Accenture

» Inactive Accounts

[] [# Acme Corporation

3. Inthe Add Custom View page, specify a View Name like "Topics Template". This field is
mandatory.

4. If you are the administrator and want this custom view to be available only when you log in,
select the check box beside Make this view as private custom view. The custom view is
made private. By default, the custom view for an administrator is public.

If you are a support rep without administrator login privilege then by default the created
custom view is private. The option to "Make this view as private custom view" is not available.
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5. Inthe Advance Filtering block, select the criteria to be filtered from Column drop down
along with its matching Criteria. For instance, select "Topics Template" from Column drop
down and "is" from criteria.

6. Click on Choose button.

7. From Select Column Data pop up choose your option. You can select options based on your

selected column and criteria.
8. Click Add to Filter button to save the filter criteria details. The filter criteria is listed in Filter

Set block.

Accounts = Costom Views

Add Custom View

Define Custom View

View Name * Topics Template

[¥] Make this as 2 private custom view

Advanced Filtering

Topics Templats W is | "Gznzral” Choose ] Add to Filter
Filter Set {(®) Match ALL of the following (AND) () Match ANY of the following (OR)
Save | Save and Add New | Cancel |

9. If you wish to add more filter conditions to this view then, select the required column, criteria &
conditions of the filter.
10. If there are more than two criteria, specify AND or OR conditions by enabling either of the two
radio buttons.
11. Click Save. Click Save and Add New to save and add another custom view.
The Custom View is now displayed under Views in the Accounts list view page. The custom view
marked as private is listed under My Views and the public custom view is displayed along with the
predefined filters.

+ Yiews E+ 2

Account Views
»  All Accounts
» Recently Added Account...
» Accounts Having Contra...

¥» Accounts With SubAccou...

¥» Accounts with Products...
My Views

» Topics Template
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Reorder Views

Reorder feature in Accounts module allows you to set the order of accounts view preferred.
To reorder the account view:
1. Click Accounts tab in the header pane to open the accounts list view page.

2. Click ¥~ in the Views section and select Reorder Views from the drop-down list. The
Reorder Views pop up page opens.

Heorder Yiews X

Accounts Having Contra...

Accounts With Subfcocou, .,

Active Accounts 1'
all Accounts il
Inactive Accounts

Recently Added Account..,

Save Cancel |

3. Select a view which you wish to reorder. Say, 'Recently Added Accounts' and click llto
move the view upward or click il to view the view downward.

4. Click Save. The selected view is reordered.

Manage Custom Views

You can view all your customized view under Manage Custom Views. From this page you can add,
edit and delete a custom view.

1. Click Accounts tab in the header pane to open the accounts list view page.

2. Click ¥~ in the Views section and select Manage Custom View from the drop-down list.
The Custom View page opens listing all the created custom views.

e - indicates the custom view is public and can be viewed by all users.

e - indicates the custom view is private and can be viewed only by the creator of the
custom view.
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Accounts > Custom Views

Custom Views

New Custom View | Delete
| Filter Name Created By
[][# % Accounts with Producs sdministrator
0¥ & Topics Template sdministrator
Note
7 1.If you are the administrator then you can view all your customized private and
public views.

2. If you are a support rep then you can add only private custom views.

Edit Custom Views

To edit a custom view,

1.
2.
3.

Click the edit icon [ beside the filter name you wish to edit.
From Edit Custom View page, edit the details.
Click Save. You can also add a new custom view by clicking Save and Add New button.

Delete Custom Views

To delete custom views,

1.

Select the check box beside the custom views to be deleted. The administrator has the
privilege to create and delete public views.

Click Delete button. A pop up window confirming the delete operation appears.

Click Ok to proceed. The Custom View is deleted from the list.
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Customizing Accounts List View

ManageEngine SupportCenter Plus gives you an option to customize the accounts list view page by
including columns of your choice.

To customize the accounts list view,

1. Click on the Accounts tab in the header pane to open the accounts list view page.

2. Click on Column Chooser icon B. The available columns that can be displayed in the list
view pops up. The columns that are currently visible in the list view is indicated with selected

check box.
I Import Sales details from CSV 8 Import Accounts/Contacts from CSV
Columns 9
K L M M o P Q R | v Y frd

— - select box A2 F

int _\_f Convert as Sub Account | Rows per Edit bf 7

Topics Template Time Zone Account Name Q 0
All topics (GMT) London Account Manager 1' Internet
General (GMT+01:00) Topics Template iI

Replacement and Suppor ... (GMT+01:00) Time Fone ties
Replacement and Suppaor ... (GMT+01:00) Industry Internet

All topics (GMT+01:00) [] Email Internet
Replacement and Suppor ... (GMT+01:00)| — - b

General (GMT-06:00] 4 ﬂl GLEEII Internet

3. Toremove a column, de-select the check box and click Save.

4. To add a column to the list view, select the check box beside the column you wish to add.
Click Save.

5. To change the column order, click the up and down arrow after selecting the column that you
wish to move.

6. Click Save. Only the selected columns are added in the accounts list view.
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Any Additional fields added for the account will also be displayed in the column list view. You can also
sort the list view in ascending or descending order. Click Account Manager column header once to
sort it in ascending order. Clicking twice will sort the column in descending order.

Q Eﬂ,| MNew Account Delete | Edit | Topics Template -
|:| Account Name Account Manager 3
O] [# Acme Matt Brady ({5
] [# TIricell Inc Mark Richard
[l [# ARCAM Corporation Mark Richard
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Searching Accounts

You can search for accounts based on the keywords and column wise search based on account
parameters such as account name, account manager, topics template and so on from the accounts
list view.

Search Accounts based on
o Keywords & Alphabets

e Column-wise Search

Search Accounts based on Keywords and Alphabets

Accounts tab
1. Click Accounts tab in the header pane to open the account list view page.
2. Enter the keyword in the search field provided.
3. Click Search. All solutions that match the keyword provided by you in the search field is
displayed.

All Accounts

[Q, ZOHO Cnrpnratiqq_ Search All A

Q Eﬂ,| HE»xn;’Au:u:u:unt| Celete | Edit | Topics Template =

Account Name 2

Alternatively, from the accounts list view page, you can search for accounts in alphabetic order using
the alphabets displayed.

Performing a Global Search
You can also perform a Global Search that searches the keyword in every module at one go.

Advance search options such as, Wildcard search, phrase search, boolean search, field specific
search and much more, can be used to make the search effective. To know more, click Search Tips.

Zoho Corporation Pvt. Ltd.

254



ManageEngine SupportCenter Plus - Admin Guide )

earch Al B | O Logacall | | 3

Requests
Accounts
Contacts
Solutions
Contracts
Products
Archived Requests

Column-wise Search

You can also perform column-wise search of accounts if you know any of the account detail such as
account name, account manager, topics template and so on. To perform a column-wise search,
1. From the accounts list view page, click on Search icon . The search field opens just below
every column that is visible in the list view.
2. Enter the search string in the column of your choice. You can enter keywords in more than
one column to perform a combined column search.
3. Click Go. The search results matching the search string(s) are displayed.
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Adding New Account

Accounts in SupportCenter Plus can be considered as organizations and firms. All the account details
such as, annual revenue, address, phone, email id and account manager details are recorded and
update periodically. Thus giving you a complete picture of the account and its details.

Adding New Account

The new account form can be accessed by two ways in SupportCenter Plus application.
a. Add New drop down
b. Accounts tab

Add New drop down

The Add New drop down is a quick navigator to instantly access the New Accounts form from the

home page.
-

| € add New... ml| @ LogacCall | | 3t
.

Reguest
Rerinder
Task

| Event

Canned Response

=
1
||—l

Saolution

Contract

&
E
-
Y
L
i

Acocount

Contack

Product

To configure the New Account, go to Step 3 in Accounts tab.

Accounts Tab
1. Click the Accounts tab in the header pane to open the account list view page.

2. Click on New Account button.
3. From the New Accounts form, specify the name of the Account in the Account Name field.

This is a mandatory field.
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9.

10.
11.

12.

Specify the Annual Revenue for the support service from the account.

Specify the details such as, Email, Phone, Website and Fax of the account.

Select the Type of Industry and Time Zone of the account from the drop down list.

Select the Account Manager of the account from the drop down list. To know more on
account manager, refer Account Manager.

Specify the Domain Names for the account. The domain name is essential when contacts
raise requests for the first time, the contact is automatically associated to the account with the
specified domain name.

Say, John (john@mycompany.com) sends an email to supportcenter for the first time and the
domain, mycompany.com is already mapped to the account MyCompany Inc., then John
would automatically be associated to MyCompany Inc.

The Auto-Assign contact to account option can be enabled in Settings under Admin module.
Specify the Address of the account in the given text fields.

Specify relevant information about the account in the Description field.

If you would like to attach a file with the account then click Attach a file button and attach the
document.

Save the detalils.
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Account Details Page

The details of the account added by you, while creating the account is displayed under Accounts
Details page. You can edit, delete and view the requests associated to the account from this page. In
addition, you can associate contacts and products, add contacts, advisory and sub account to the
account.

To view the accounts details page,
1. Click on the Accounts tab in the header pane to open the accounts details page.
2. Select the Account Name link of the account to be viewed. The View Account Details page
opens.

The following topics are discussed in this section,
e Viewing Account Details

o Editing Account
0 Marking an Account as Inactive
0 Deleting Account

e Viewing the Account's Recent Requests
e Sub Accounts

Adding New Sub Account

Converting Sub Account to Account
Associating Contacts to Sub Accounts
Viewing Sub Account's request
Editing Sub Account

Deleting Sub Account

O O O O O O

e Viewing Contacts

0 Associating existing contacts to account
0 Associating Bulk Contacts to account
0 Add New Contact to the account

e Viewing Products

0 Associating Products to account
¢ Viewing Contracts

0 Adding Contracts to account
e Viewing Advisory

0 Adding Advisory to account

e Viewing Tasks
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0 Adding Task to account

e Viewing Events

0 Adding Event to account

Account Details

This block displays details of the account that was entered while adding the account information. In
addition, the account details block contains an option to view all the requests raised for that account
and also perform operations such as edit, mark as inactive, and delete the account.

Acme Corporation

Account Details Edit Account | Mark as Inactive Delete Account
Account Name Acme Corporation Account Manager Alan Smith
Address 4900 Hopyard Road.,
Suit 310 Kenith Park CA USA USA Annual Revenue § 0.0
95438
Email info@acme.com Website http:/fwww.acme.com
Phone 974-893-7639 Fax 893-859-9483
Industry Banking Time Zone (GMT) London
Description - Topics Template General

Domain Names acme.com , ac.com

e supportcenterplus.html (1.23 KB)

Edit Account

You can also edit an account from the account details page,
1. Click Edit Account button.
2. The Edit Account page opens with the values populated while adding the account.
3. Modify the details and click Update.

Mark as Inactive

You can mark an account as inactive from the account details page. When you make an account as
inactive, the sub-account details added to that account will also become inactive and you cannot add
new task, event, product, or contact under the inactive account. [To know more, refer Marking an
Account as Inactive.]

Delete Account
To delete the account:
1. Click on Delete Account button.

2. A confirmation dialog appears.
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3.

Click Ok to proceed. The account is removed from the list.

Note When you try to delete an account with one or more request associated with it, a
[/—i’f:’? message stating that the account cannot be deleted; instead it can be made
inactive appears. If you wish to mark the account as inactive, click OK.

Recent Requests

You can view the recently raised account's requests. This helps you to understand the kind of
requests received from the account. A total of five requests can be viewed in the Account Details
page. To view the remaining requests click View All Requests link. You can also add a request from
this page,

1.

Ao

© N o »

Click Add Request link. An Add Request form pops-up.

Enter the Contact Name. The contact name is mandatory field.

The account for which the request is raised is specified in a non-editable field.

If the contact details are available in the application, the E-mail, Phone, Mobile fields are
automatically populated.

Specify the Request Title. This field is also mandatory.

Enter the Description of the request in the field provided.

Click Save.

If you need to add more details for the request, click Add more Details link. The page
navigates to add new request under Request module.

Recent Requests ] view All Requests == Add request
ID Subject Contact Assigned To Due By Status Date

& Unable to restore the backup d... George Mallroy Shawn Adams Apr 30, 2010 12:36 PM  Qpen Apr 22, 2010 12:35 PM

7 Unable to restore the backup d... George Mallroy Shawn Adams Apr 28, 2010 12:36 PM Open Apr 22, 2010 12:35 PM

& Replace battery request Andrew Howard Stern Apr 29, 2010 12:32 PM  Open Apr 22, 2010 12:20 PM
1 Printer Problem Andrew Jeniffer Doe Apr 1, 2010 02:53 PM  QOnhold Mar 31, 2010 12:51 PM
3 Server Crash George Mallroy Heather Graham Mar 31, 2010 03:07 PM  Open Mar 30, 2010 02:12 PM

Sub Accounts

You can add any number of Sub Accounts to the Account. Say, if HP in U.S. is the Account, then its
branches in Germany, Spain, India, Canada, Japan, Singapore can be taken as Sub-Account. In
addition, you can also associate contacts to the sub account. Thus keeping a track of all the sub
account information.

Sub Accounts Add Sub Account

Sub Account Name Phone Email Time Zone
[# [# [+ Acme Corporations Amsterdam +1-525-524-9400 info@acme.com (GMT+01:00) Amsterdam
[# [# [/ Acme Corporations Lendon +1-925-924-9400 info@acme.com (GMT) Londen
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Adding New Sub Account

1.

S

Click on Add Sub Account button. The New Sub Account form opens with the account name
in non editable text.

Specify the Sub Account name. The name is a mandatory field.

Enter the Annual Revenue for the support service for the sub account.

Specify the Email, Phone, Website and Fax of the account in the respective fields.

Select the Type of Industry and Time Zone of the sub account from the drop down list.
Specify the Domain Names for the sub account. The domain name is essential when
contacts raise requests for the first time, the contact is automatically associated to the sub
account with the specified domain name.

Say, John (john@mycompany.com) sends an email to supportcenter for the first time and the
domain, mycompany.com is already mapped to the sub account MyCompany Inc., then John
would automatically be associated to MyCompany Inc.

The Auto-Assign contact to sub account option can be enabled in Settings under Admin
module.

Specify the Address of the account in the given text fields.

You can also specify relevant information about the account in the Description field.

If you would like to attach a file with the account then click Attach a file button and attach the
document.

10. Save the details.
Convert Sub-account to Account

1.
2.
3.

Click Convert as Account icon [*! as shown in the above image.
A dialog box pops up asking you confirmation on the change process.

Click Ok to proceed. You can see the changed sub-account to account in the Accounts list
view.

Viewing Sub Accounts

You can view the details of the sub account which you have added while creating the sub account
under View Sub Account Details page. From this page, you can view all the sub account's requests,
edit and delete the sub account. In addition, you can also associate contacts to a sub account.

Associating Contacts to Sub Accounts

1. Click on the name of the Sub Account to associate contacts. The View Sub Account
Details page opens.

2. From this page, you can either search for contacts, associate bulk contacts from the
contact list or add a new contact. To know more on associating contacts refer
Contacts.
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Viewing Sub Account's Requests

You can view the recently raised account's requests. This helps you to understand the kind of
requests received from the sub account. A total of five requests can be viewed in the Sub
Account Details page.

To view the remaining requests

1. Click View All Requests link.
2. You can also select the type of requests to be viewed from the Filter drop down.

3. Close the window.

Edit Account

You can also edit a sub account from the sub account details page,
1. Click Edit Sub Account button.
2. The Edit Sub Account page opens with the values populated while adding the sub
account.
3. Modify the details and click Update.

Delete Sub Account
To delete the sub account,
1. Click on Delete Sub Account button.

2. A confirmation dialog appears.
3. Click Ok to proceed. The sub account is removed from the list.

Contacts

You can search for existing contacts, associate bulk contacts or add a new contact for an account.

Associating existing contacts
1. Specify the contact name in Select a Contact field. If the contact name is available in the list,
the name with the email id is listed. Select the contact from this list.

Contacts 2 sharon| Add to List
Name Sharon Harper |

(# [#4 Mark Adams Acrne Corporations Pacrme.com

% [# 5sharon Harpef Sharon Philips P@acme.cum

Acme Corporations

% [# Sharon Philips sharonp@acme,com rp@acme.cum

2. Click Add to list button. The specified contact is added to the contact list as shown.
You can also add a new contact and enter the contact details subsequently.
1. Specify the contact name in Select a Contact field.
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2. Click Add to List button.

3. A dialog box appears, confirming to add the new contact and associate to the account.

4. Click Ok to proceed. The contact gets added to the list.

Associating Bulk Contacts
1. Click Associate Contact button to open all the Recently Added Contacts list view page.
2. Enable the check box beside the contact names you wish to associate with the account.
3. Click Associate button. You need not select the account from the drop down as the account

name is already displayed.

4. The selected contacts are associated to the account and can be viewed in the account details

K L M

plig|lrR]| s

page.
Contacts = Recently Added Contacts
Recently Added Contacts
All A B C 8] F G H
New Contact | Delete ‘ Reconcile Contacts
] Mame & Email
[# Kate Hinks kate@nauk.com
[# Kurt Rusell kurt@wooc.com
[# Mark Adams mark@acme.com
[ [# MegRvan meg@acme.com
[0 [# Mike Smith mike@acme.com
[0 [# Paul Finch paul@acme.com
[[1 [# sharon Harper sharon@acme.com
[0 [# sharon Philips sharonp@acme.com

Acme Corporations (W Associate

Phone
88888
231232454

+1-925-924-5500

67293202
234-679-3787
234-679-3787
925-852-2588
983 788 347

Account f Sub A
Acme Corporations
Z0OHO Corporations
Acme Corporations
Acme Inc
Acme Corporations
Acme Corporations
Acme Corporations

Acme Corporations

Add New Contact
1. Click on New Contact button.
2. The Contact Details page drops down, where you can specify the contact Name, E-mail ID

and Phone number. The Name is a mandatory field.

3. Specify the access permissions for the contact to view the request by selecting any of the
three radio buttons.

Their Own Requests only: Contact can view only their own requests in the account.

All requests from their account (Primary Contact): Contact can view all the
requests in the account.

All requests from their account and sub account: Contacts can view all the

requests from their account and sub accounts.

4. Specify the Login details such as the login name and password.
5. Save the details.
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You can also associate products to an account from the accounts details page. On associating the
products with the account, support rep handling the account will be aware of the product list under the
account with its price, warranty period and date of sale.

1. Click Associate Product button to open the Associate Product page.

2. The account name is displayed in non editable text.

3. Select the Product Name from the drop down. The product name is a mandatory field.

4. On selecting the product, if the Unit Price ($) for the product is mentioned, then the price is

populated in the respective field.

o

Select the Date of Sale from the calender icon il

Select the Warranty Period for the product in years and months from the drop down.

7. Specify the No of Units. The Net Price ($) for the product is calculated based on the Unit
Price and the No of Units mentioned.

8. If there are any Discounts ($) or Tax Rate (%) for the product, then the same can be
specified in the respective fields. The Net Price ($) will be calculated accordingly.

9. You can also enter a note regarding the product in the Comments field.

10. Save the details. The associated product gets displayed under the Products block.

o

Add Contracts

If required, you also have an option to add contracts to the account/product from the accounts details
page. The complete details of the contract along with active period, support plan and status can be
viewed.
1. Click Add Contract button to open the New Contract page.
2. Specify the contract details and Save the changes. For more information refer Add New
Contract page.
3. You can see the newly added contract getting displayed under the Contracts block.

Adding Advisory

You can add advisory notes about the account that includes, consultative opinions, announcements of
issues, contract expiry notice and so on. You also have an option to display the advisory in the
request details page.

For instance, a Service Contract for a printer has expired and a request on servicing the printer is
raised to your support team. In this case, add a advisory stating that the Maintenance Contract for the
printer has expired and display it in the request details page. So that the support rep assigned with
the request will be aware that the contract for the product has expired and will take necessary steps.
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» "1 Advisory Maintenance Contract expires on 9th August 2009

+— Edit Close - Assign - More Actions w Reply =

ID : 11 - My Iphone display is not working

1. Click Add Advisory button. The Add Advisory page opens.
2. Specify the advisory in the given text box.

3. If you wish to display the advisory in the request view page then select the option by enabling
the check box. By default the check box will be selected. If you do not want to display the
advisory in the request view page then de-select the check box.

4. Save the changes.

Adding Tasks

The Tasks associated to the account are listed under the Task block. Click the Title link of the task to
view the task details. The page redirects to the Activities tab, from where you can perform edit and
delete operations. You also have an option to add new tasks from this page. Refer Add New Task to
know more.

Adding Events

The Events associated to the account are listed under the Events block. Click the Title link of the
event to view the event details. The page redirects to the Activities tab, from where you can perform
edit and delete operations. You also have an option to add new event from this page. Refer Add New
Event to know more.
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Editing and Deleting Account

ManageEngine SupportCenter Plus provides you with the option to modify and delete the existing
accounts, provided you have the corresponding access permission. The accounts for which requests
have been raised cannot be deleted.

Editing Accounts

1.

2.

3.

Click on the Accounts tab in the header pane to open the accounts list view page.

Click the Edit icon [ beside the account to be edited. The Edit Account page opens with the
values populated while adding the account.

Modify the details and Update the changes.

To perform a bulk edit of accounts,

1.
2.

3.

From the accounts list view page, enable the check box beside the account to edit.

Click Edit button. The Edit Accounts window pops-up where you can perform bulk edit for the
fields, Industry, Account Manager and Time Zone.

Click Update to save the changes. Click Cancel to return to the list view.

Further, you can also edit accounts from the account details page. To know more, refer Edit Accounts.

Deleting Account

o & v npoRE

Click on the Accounts tab in the header pane to open the accounts list view page.
Select the account to be deleted by enabling the check box.

Click Delete button. A dialog box pops-up confirming the delete operation.

Click OK to proceed. You can see the account deleted from the list.

Click Cancel to retain the account information.

To perform a bulk delete of accounts,

1.

3.
4.

From the accounts list view page, enable the select all check beside the Accout Name field. A
message stating the number of accounts selected in the current page and the total number of
accounts yet to be selected appears.

Click the link in the message to select all the accounts. All the accounts will get selected and
some of the action buttons will be disabled.

Click Delete button. A dialog box pops-up confirming the delete operation.

Click OK to proceed. You can see the account deleted from the list.

Alternatively, you can also perform the delete operation from the accounts details page. To know how,
refer Delete Accounts.
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1. When you delete an account, the associated contacts will also be deleted from the
database.

Warning

2. If request are raised for an account, then that account cannot be deleted.
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Copy Accounts to Business Units

ManageEngine SupportCenter Plus provides you the option of copying accounts across business
units. This can be done only when multiple business units are enabled and configured in the
application. For more information on configuring business units, see "Configuring Business Units".
When an account information is copied to another business unit, the sub-account and the advisory
details of that account are copied along with the account details.

Note

\J
@‘ While copying the accounts, the contact details and other information such as
products, events, and tasks are not copied.

Copying Accounts

To copy an account:

1. Click Accounts tab in the header pane to open the accounts list view page.

ins  Contracts EXSWLITE Contacts Admin  Reports Dashboards v Q- m

© Add New... = @ Log a call P
Aszounts > Active Accoun ks

Active Accounts § Import Sales details from CSV  § Import Accounts/Contacts from CSV

Q Search Al A B |C D |E F G H I b ] K L M N| O P Q R [5] |T Ul VoW X
Q| New :c:-:u'7| Delete | Edit | Topics Template= | R » | Convert as Sub Account Copy to~ 1-2 25 per page lL Row Count

Account Name 2 Phone Email Time Zone Account Manager Q&
# Agme Corporation +1228374748 info@acme.com (GMT) London Alan Smith

[# Tricell Inc +1222443356 info@tricell.com (GMT) London Andrea Whitman

2. Select the account to be copied by selecting the check box in the accounts list view page.
You can also select multiple accounts by selecting more than one check box.

3. Select the business unit to which the account has to be copied from the Copy to drop-down
list. The account is copied to the selected business unit.

NOTE: The Copy to option will be available only when Business Units are enabled and more
than one Business Unit is configured.
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Marking an Account as Inactive

Earlier, in SupportCenter Plus, an account could not be deleted if requests, contracts, tasks, events or
products were associated to it. These accounts remain active and appear in the account drop-down
list while creating requests, contracts, tasks or events. To avoid a long list of inactive accounts in the
account drop-down list, SupportCenter Plus has provided a feasible solution with Mark as Inactive
option in the account details page, using which, any further contracts, tasks or events for that account
cannot be created.

Note
[/—:‘:’? Requests can be created for inactive accounts.

To mark an account as inactive,
1. Click Accounts tab in the header pane.

2. From the account list view page, select the account to be marked as inactive.

’.- Acme Corporation

Account Details Edit Account | Mark as Inactive Delete Account
Account Name Acme Corporation Account Manager Alan Smith
Address 4900 Hopyard Road.,
Suit 310 Kenith Park CA  USA USA Annual Revenue £ 0.0
954588
Email info@acme.com Website http://www.acme.com
Phone 974-893-7639 Fax 893-859-9483
Industry Banking Time Zone (GMT) London
Description - Topics Template General

Domain Names acme.com , ac.com

Attachments

supportcenterplus.html (1.23 KB

3. From the account details page, click Mark as Inactive button. A confirmation dialog appears.

4. Click OK to proceed. The status of the account is turned to inactive.
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1. Once the account is made inactive, the Delete Account button disappears and
Note Make as Active button appears.

2y ",
2. Theicon i beside the account name indicates that the account is made
inactive and this icon gets displayed wherever the inactive account is used.

When a request from an inactive account is fetched into SupportCenter Plus, the account and contact
information appear in the request details page but the contracts associated to the account does not

get applied.

Marking an Account as Active

When the status of the account is marked as inactive, the Mark as Inactive button changes to Mark
as Active. To bring the account back to the active state, click Mark as Active button.

,F-; Acme Corperation

Account Details

Account Name Acme Corporation

Description

Domain Names acme.com , ac.com

Attachments

Address 4900 Hopyard Road.,
Suit 310 Kenith Park CA  USA USA Annual Revenue £ 0.0
954388
Email info@acme.com Website http://www.acme.com
Phone 974-893-7639 Fax 893-859-9483
Industry Banking Time Zone (GMT) London

supportcenterplus.html (1.23 KB

Inactive Account

Edit ficcount | Mark as Active |

Account Manager Alan Smith

Topics Template General
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Assigning Topic Template to Account

Using Topics Template, you can group specific topics under a template and assign this template to an
account. Thus restricting the contacts, associated to the account, to view only solutions pertaining to
the topics grouped under the template.

You can assign either all or specific Topic Template to accounts from the accounts list view page.
This template can also be used for other accounts, however multiple templates cannot be assigned to
an account. To create topics template refer Topics Template under Solutions module.

Note

B

1. Topics Template can be shared by other accounts.
2. A single account can be assigned to one topics template.

3. When users without accounts log into SupportCenter Plus, you can configure the
corresponding solution views under Admin -> Settings -> Solution View.

Assigning Topic Template

1. Click the Accounts tab in the header pane to open the Accounts list view page.

2. Enable the check box beside the account you want to assign topics template and click Topics
Template drop down.

Active Accounts
Q4 Search AlE Al B |C
Q |F| NewAccount | Delete | Edit || Topics Template=, ﬂ;
[&] T —— A A==ign Template U
V] (4 Acme Mark: Richard
= [#  Acme Corporation Alan Smith
[ (# Acme Inc Andrea Whitman
[ [#  Tricell Inc Matt Brady

3. Select the Assign Template option from the list. The Assign Template page opens as
shown below,
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' Assign Template @

Topics Template

@ Show All Topics
@ Don't show any topics

) Show specific Topic template

As=ign Cancel

4. Enable the appropriate radio buttons from the Assign Template page.
1. Show All Topics: Select this option to show all solution topics to the account.

2. Don't show any topics: Select this option, if you do not want to show any topic to
the account.

3. Show specific Topic Template: Select this option to show specific topics available
under particular template. You can select a Topic Template from the drop down list,
to assign it to the account.

5. Click Assign button.

Note | On assigning the Topics Template to an account, the solutions related to the topics
@\? template can be viewed by the contacts (associated to the account) once they login to
the application using their login credentials.

Viewing Topics Template

To view the Topic Template assigned to an account,

1. From the accounts list view page, click on the Account Name. The Accounts Detail page
opens.

2. Under the Account Details block, click the hyperlink of the Topics Template name to view the
services provided.
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Accounts > Wiew Account Details

s 5
@ ManageEngine SupporiCenter Plus - Mozilla EIEI&J

| & scp-xp-64-1:8090/ViewTopics.do?mode=view8 Customerld |

Solution TopicsTemplate
[ Close ]

General
Following topics will be visible to the Account

¥ General
¥ Replacement Queries

v Support Queries

Edit Account | Mark as Inactive

Delete Account

Account Manager Mark Richard
Annual Revenue $ 0.0

ebsite http://http://www.acme.com

+1-925-924-9600
Time Zone (GMT-04:00) Atlantic Time (Canada)

Topics Template General Edit

Editing Topics Template

To edit the Topic Template assigned to an account,

1.
2.

Click on the Accounts tab in the header pane to open the accounts details page.

Select the Account Name link of the account to edit the Topic Template.
Click the Edit link available beside the Topics Template field. The Assign Template page

opens.
Choose the appropriate radio button.

Click Assign button.
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Importing Sales details from CSV file

The Sales details include the products purchased by the Accounts along with the details such as date
of sale, warranty period, number of units purchased and so on. You can either import sales details
from other application or you can directly import the sales details in CSV format into SupportCenter
Plus.

To import sales details from CSV file,
1. Click the Accounts tab in the header pane to open the accounts list view page.

2. Click Import Sales details from CSV link.

ins  Contracts WETWUINE Contacts Admin  Reports Dashboards v Q- m
0 Add New... @ Log a call P
Aspunts > Active Accoun ks
Active Accounts § Import Sales details from CSV| § Import Accounts/Contacts from CSV
Q Search All A B |C D E F G H I b ] K L M N| O P Q R 5 T Ul v w X
Q | NewAccount | Dalete | Edit Topics Template~ | A w | Convert as Sub Account Copy tor | 1-2 25 per page |»| Row Count
Account Name 2 Phone Email Time Zone Account Manager Q E-
(7 Acme Corporation +1228374748 info@acme.com (GMT) London Alan Smith
[# Tricell Inc +1222443356 info@tricell.com (GMT) London Andrea Whitman

Step 1: Upload CSV file
1. Click on Browse button to select the CSV file.
2. Onlocating the CSV file from the file chooser window, click Open.
3. Select the File Encoding from the drop down.
4. Click Next >> button.
Step 2: Map Columns
1. Map the application sales field with the field names from the CSV file.
2. Click Next>>. Click Previous << to go back to Step 1.
Step 3: Import
1. Click Import Now button. The sales detail values from the CSV file is imported.
2. Once the import is complete, the data on how many records were added, how many
overwritten, and how many failed to import is displayed in the pop-up.
3. If at any point you wish to stop importing from the CSV file, click the Exit button.
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Importing Accounts & Contacts from CSV file

Adding each and every account along with the contact information is endless, and is even more
tedious to keep the information in sync with the organization's customer database.

SupportCenter Plus provides an easy-to-use CSV import option to import all relevant account and
contact information from your existing database or even from other applications. The application also
provides, Scheduling a CSV import to keep its database in sync with the customer's database.

To import contacts from CSV file,
1. Click the Accounts tab in the header pane to open the accounts list view page.
2. Click Import Accounts/Contacts from CSV link.

Step 1: Upload CSV file
1. Click on Browse button to select the CSV file.
On locating the CSV file from the file chooser window, click Open.
Select the File Encoding from the drop down.
Click Next >> button.

Pown

Step 2: Map Columns
From this section you can import both account and contact information at the same time. Thus
establishing the contact-account relationship and also self service login to the contacts in just one
import. For this, every individual contact available in the CSV file should be associated to an account.
1. Map the application contact fields with the field names from the CSV file.
2. Click Next>>. Click Previous << to go back to Step 1.

Step 3: Import
1. Click Import Now button. The account/contact details from the CSV file is imported.
2. Once the import is complete, the data on how many records were added, how many
overwritten, and how many failed to import is displayed in the pop-up.
3. If at any point you wish to stop importing from the CSV file, click the Exit button.

The Login name column is the identifier for contacts. So two contacts cannot have the same
login name since the existence of a contact is checked based on the login name value.

Warning | |t by mistake there was any mismatch of fields during mapping, and a new import of CSV is
I performed, the records is updated based on the login name value. If there were any records
. that did not have any login name at all or there was mismatch in the login name itself, then

duplicate entries is created.

In these cases, delete such entries from the contact list and import again or manually edit the
information available.
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Contacts

ManageEngine SupportCenter Plus allows you to maintain valuable customer information and keep it
up-to-date. The customer information includes, details of the account associated to the contact and
requests raised by the contact. Customers can access the self service portal with their login
credentials, where the status of the request sent by them to the support team can be checked.

SupportCenter Plus provides two simple ways to add your Customer information.
Importing from Outlook
Importing from CSV and schedule a CSV import.

Easy ways to add your Customer information

ﬂ% 7 Import from CSV
¢

To enable organizations to guickly populate the
customer database, SupporCenter Plus provides

an easy-to-use C3Y import aption to import all
relevant information from your existing database.

¥% Import from Outlook 3 Schedule the CSV import

0]

SupportCenter Plus also provides a CSV-based
option to keep it's database in synch with your

The Outlook edition can be installed as a Plugin
on MS Qutlook, which can be used to synchronize
the contacts between MS Outlook and

SupportCenter Plus organization's customer database

Importing from Outlook

The SupportCenter Plus Outlook edition is productivity-enhancement software that can be used with
SupportCenter Plus system and Microsoft Outlook. The Outlook edition can be installed on user's MS
Outlook as a plugin, which can be used to synchronize the contacts in between Microsoft Outlook and
the SupportCenter Plus. To know more on refer, MS-Outlook Integration with SupportCenter Plus.
Importing from CSV & Scheduling CSV Import

The easy-to-use CSV import option quickly imports all the relevant information from the existing

database and also provides an option to keep the database in sync with the organization's customer
database.

Zoho Corporation Pvt. Ltd.

276



E ManageEngine SupportCenter Plus - Admin Guide )

Contacts List View

On clicking the Contacts tab, the page redirects you to the Contacts List View page where you can
maintain and organize all the Contacts created in SupportCenter Plus. You have the facility to,

Customize the page to display the contacts

Option to view contacts based on filters

Import Accounts/Contacts from CSV

Effective Search option through keywords and alphabets.
Set the number of contacts to be displayed per page

Perform operations such as creating new contact, editing and deleting contacts.

From the Contacts List View, you can:

1.

4.

Views: Customize the page to display the Contacts using Custom Views option. The
Contacts is sorted based on the filter criteria you specify while creating the custom view. You
can create, reorder, and manage the custom views. The custom views created can be made
public or private. [Refer Custom Views for more information.]

Import Accounts/Contact from CSV: Import relevant data of account and contact
information from the existing database as well as from other applications. [Refer Importing
Accounts/Contacts from CSV for more information.]

Set the number of Contacts per page and navigation buttons: View the entire list of
contacts configured in SupportCenter Plus application by settings the number of Contacts to
be viewed per page. Navigate through the pages using the next and previous navigation
buttons.

1-40of 4

Mobile Phon

50 per page
1234567890 888388 100 per page

1234567890 925-852-2564

Recent Items: All the recent items viewed by you is displayed under the Recent Items block.
You can also navigate back to the pages on clicking on the item link.
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¥ Recent Items

& Sharon Harper

@i A~cme Corporations

4 Maintenan

[@ Restart online demo

[@ Resolution for iphon...

5. Search: Search for Contacts either through alphabets or column-wise search option. [Refer
Searching Contacts for more information.]

All Contacts
|:'51 | Search | Al A
Q Eﬂ,| MNew Contact | Cielete | Reconcile Contacts
0 Name Login Name Email
[C] [# sharon Harper sharon sharon

6. Creating New Contact: Create New Contacts. [Refer Adding New Contact for more

information.]

7. Bulk Operations:

e Deleting: Delete bulk Contacts from the list view. [Refer Deleting Contact for more

information.]

e Associate Contacts to Accounts: Associate bulk contacts to an account. [Refer

Associate Contacts to Accounts for more information.]

e Reconcile Contacts: Reconcile contacts who have multiple entries in SupportCenter
Plus. [Refer Reconcile Contacts for more information.]
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Contacts based on Filters

You can view Contacts based on filters from the Contacts list view page. In addition, you can also
create new filters using the Custom View option to place Contacts in specific groups. There are some
pre defined filters in SupportCenter Plus as shown,

Home Requests Solutions Contracts Accounts Eelicl=cE Adm

Contacts = Recently Added Contacts

Recently Added Contacts

¥ Views Tt~

» All Contacts
» Recently Added Contact... All A B C D E F

¥» Contacts without Accou...

. Mew C tu:t| Delet |
¥» Primary Contacts = Ei| idtiresid EEE

¥ Unapproved Contacts F1 Name 2 Email
*» Registered Contacts v [] [# kate Hinks kate@n
E |l [# Kurt Rusell kurt@ax

e All Contacts
Lists all the Contacts available in SupportCenter Plus

e Recently Added Contacts
Lists the most recently added Contacts.

e Contacts without Account
Lists all the Contacts that are not associated to an account.

e Primary Contacts
Lists all the contacts that are associated to an account and can view all the requests raised
from their accounts.

e Unapproved Contacts
Lists all the contacts that require approval from the administrator. For instance, if a non
logged in user raised a request from the self service portal, then the user is added as an
unapproved contact.

e Registered Contacts
New Users who have registered for SupportCenter Plus through the Customer portal are
listed under this category. These contacts need to be approved by the administrator.
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Custom Views

You can create your own customized Contacts list view page. The Contacts are sorted based on the
filter criteria you specify while creating the custom view. Thus helping you to sort and view the
Contacts based on your requirement.

e Create Custom View
e Reorder Views

e Manage View

Creating Custom View

If you want to view all the Contacts from a particular account,
1. Click Contacts tab in the header pane to open the contacts list view page.

2. Click ¥~ in the Views section and select Add Custom View from the drop-down list.

Home Requests Solutions Contracts Accounts Eelliicl=cll Adm

Contacts > Recently Added Contacts

v Yiews o 2

» a  Add Custam view Recently Added Contacts
» g 11 Reorder Views o - " - - - ”
» ¢ = Manage Custom Views

. Mew C tu:.'t| Delet |
¥» Primary Contacts Q Eﬂ"| et Ees E

¥» Unapproved Contacts F] Mame 2 Email
» Registered Contacts [ [# KateHinks kate@n
: [0 [ KurtRusell kurt@x

3. Inthe Add Custom View page, specify a View Name. This field is mandatory.

4. If you are the administrator and want this custom view to be available only when you log in,
select the check box beside Make this view as private custom view. The custom view is
made private. By default, the custom view for an administrator is public.

If you are a support rep without administrator login privilege then by default the created
custom view is private. The option to "Make this view as private custom view" is not available.

5. Inthe Advance Filtering block, select the criteria to be filtered from Column drop down
along with its matching Criteria. For instance, select "Account Name" from Column drop
down and "is" from criteria.
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7. From Select Column Data pop up choose your option. You can select options based on your
selected column and criteria.

8. Click Add to Filter button to save the filter criteria details. The filter criteria is listed in Filter
Set block.

|Cantacts = Custom Views

Add Custom View

Define Custom View

View Name * |,‘-‘.c:me Contacis

Make thiz a= a pnvate custom view

Advanced Filtering

Account Nams w | i= b | Acme Corporations Choose Add to Filter
Filter Set {#) Maich ALL of the following (AND) () Match ANY of the following (OR)
Save | Save and Add New | Cancel |

9. If you wish to add more filter conditions to this view then, select the required column, criteria &
conditions of the filter.

10. If there are more than two criteria, specify AND or OR conditions by enabling either of the two
radio buttons.

11. Click Save. Click Save and Add New to save and add another custom view.

The Custom View is now displayed under Views in the contacts list view page. The custom view
marked as private is listed under My Views and the public custom view is displayed along with the

predefined filters.

v Yiews b+ B

» All Contacts

» Recently Added Contact...
¥ Contacts without Accou...
» Primary Contacts

» Unapproved Contacts

¥» Registered Contacts

» Contacts associated to...
My Views

» Acme Contacts
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Reorder Views

Reorder feature in Contacts module allows you to set the order of contacts view preferred.

To reorder the contact view:

1. Click Contacts tab in the header tab to open the contacts list view page.

2. Click ¥~ in the Views section and select Reorder Views from the drop-down list. The
Reorder Views pop up page opens.

Reorder Yiews 9

all Contacts

Contacts without Accou, .,

Primary Contacts 1'
Recently Added Contact... il
Unapproved Contacts

Reqgistered Contacts

Save | Cancel |

3. Select a view which you wish to reorder. Say, 'Registered Contacts' and click 1' to move the
view upward or click il to move the view downward.

4. Click Save. The selected view is reordered.

Manage Custom Views

You can view all your customized view under Manage Custom Views. From this page you can add,
edit and delete a custom view.

1. Click Contacts tab in the header pane to open the contacts list view page.

2. Click ¥~ in the Views section and select Manage Custom View from the drop-down list.
The Custom View page opens listing all the created custom views.

e - indicates the custom view is public and can be viewed by all users.

e - indicates the custom view is private and can be viewed only by the creator of the
custom view.
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Contacts > Custom Views

Custom Views

New Custom View | Delete
F Filter Name Created By
O & is  Acme Contacts administrator
O = & Contacts associated to Account administrator
Note
/_‘é:r? 1.If you are the administrator then you can view all your customized private and
public views.

2. If you are a support rep then you can add only private custom views.

Edit Custom Views

To edit a custom view,

1. Click the edit icon [# beside the filter name you wish to edit.
2. From Edit Custom View page, edit the details.
3. Click Save. You can also add a new custom view by clicking Save and Add New button.

Delete Custom Views

To delete custom views,
1. Select the check box beside the custom views to be deleted. The administrator has the
privilege to create and delete public views.
2. Click Delete button. A pop up window confirming the delete operation appears.
3. Click Ok to proceed. The Custom View is deleted from the list.
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Customizing Contacts List View

ManageEngine SupportCenter Plus gives you an option to customize the contacts list view page by
including columns of your choice.

To customize the contacts list view,

1.
2.

Click on the Contacts tab in the header pane to open the Contacts list view page.

Click on Column Chooser icon B+. The available columns that can be displayed in the list
view pops up. The columns that are currently visible in the list view is indicated with selected
check box.

5 Admin EeLISlai8 Accounts Timesheets

| € add New... v] | @logacal | | i |

IS ¥ Import Accounts/ Contacts from CSV

ncile Contacts | | --Select Account-- || Ad s=lect hox s Il i;/i 10 per page ¥

F G H I

()

mail Phone - Edit QB
sie@nauk.com 88858 - Name

Lirt@xo0c.com 231232454 Emazil = il

ark@acme.com +1-925-924-G300 Phone __'_'_I

eg@acme.com 67293202 Account / Sub Acct

ike@acme.com 234-679-8787 [ Mobile B

Bul@acme.com 234-579-8787 = - 5]

haron@acme.com 925-B52-2588 < I—] 2

Save Cancel
harcnp@acme.com 983 788 347 4 4I

To remove a column, de-select the check box and click Save.

To add a column to the list view, select the check box beside the column you wish to add.
Click Save.

To change the column order, click the up and down arrow after selecting the column that you
wish to move.

Click Save. Only the selected columns are added in the request list view.
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Any Additional fields added for the contact will also be displayed in the column list view. You can also
sort the list view in ascending or descending order. Clicking it once sorts it in ascending order.
Clicking twice sorts the column in descending order.

All A B C D E F G H I
New Contact | Delete | Reconcile Contacts

] HName % Email

O & @D kate@nauk.com

[0 [# KurtRusell kcurtiEhood.com

[l [# Mark Adams mark@acme.com

[l [# MegRvan meg@acme.com

[0 [# Mike Smith mike@acme.com

[0 [#4 Paul Finch paul@acme.com

[l [# sharon Harper sharon@acme.com

[1 [# sharon Philips sharonp@acme.com
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Search Contacts

You can search for contacts based on the keywords and column wise search options using contact
parameters such as contact name, email ID, account to which the contact belongs and so on.

Search contacts based on
o Keywords & Alphabets

e Column-wise Search

Search contacts based on Keywords and Alphabets

Contacts tab
1. Click Contacts tab in the header pane to open the contact list view page.
2. Enter the keyword in the search field provided.
3. Click Search. All solutions that match the keyword provided by you in the search field is

displayed.
All Contacts
=1 Search All A
Q Eﬂ,| New Contact | Celete | Reconcile Contacts
[l Name Login Name Email
[ [# Sharon Harper sharon sharaon

Alternatively, from the contacts list view page, you can search for contacts in alphabetic order using
the alphabets displayed.

Performing a Global Search
You can also perform a Global Search that searches the keyword in every module at one go.

Advance search options such as, Wildcard search, phrase search, boolean search, field specific
search and much more, can be used to make the search effective. To know more, click Search Tips.
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earch Al 3 | O Logacall | | 3

Requests
Accounts
Contacts
Solutions
Contracts
Products
Archived Requests

Column-wise Search

You can also perform column-wise search of contacts if you know any of the contact detail such as
contact name, email ID, login name and so on. To perform a column-wise search,
1. From the contacts list view page, click on Search icon 2. The search field opens just below
every column that is visible in the list view.
2. Enter the search string in the column of your choice. You can enter keywords in more than
one column to perform a combined column search.
3. Click Go. The search results matching the search string(s) are displayed.
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Adding New Contact

You can add contacts manually in SupportCenter Plus, associate them to accounts and provide login
access permission. In addition, you can also configure the permission to view requests for the contact
while accessing the Customer Portal.

The new contact form can be accessed in two ways in the SupportCenter Plus application,
Add New drop down
Contacts tab

Add New drop down

The Add New drop down is a quick navigator to instantly access the New Contacts form from the
home page.

| € add New... ml| @Llogacall | | 3¢
o,

Request
i Rerninder

Task

5
A
E
[n_n:] Event
&
@
L

Canned Response

=
1
| =

Saolution
Contract
Account

Contackt

Product

To configure the New Contact, go to Step 3 in Contacts tab.

Contacts Tab
1. Click the Contacts tab in the header pane to open the Contact list view page.
2. Click on New Contact button.
3. From the New Contacts form, specify the name of the contact in the Name field. This is a

mandatory field.

If the existing contacts have similar names then SupportCenter gives an option to use any of
the following user profiles as shown below,
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Contacts = Mew Contact

New Contact

Contact details

Mame ™ Sharon

i

Do you want to use any of the following user profiles?

® Sharon Harper (sharon@acme.com)
® Sharon Hil“qfc (sharonhink@acme.com)

Mo Thanks

E-mail

Alternate E-mail

4. Specify the details such as, Email ID, Phone and Mobile number of the contact. If the
contact has an Alternative E-mail, then enter the same in the given text field.

5. Specify the Job Title of the contact.

6. You can associate the contact to a account or sub account. Select the Account/Sub
Account from the drop down.

If the account is unavailable in the list, then you can add a new account using the Add New
Account link. The drop down box disappears and a text field appears where you can enter
the Account Name.

7. Provide permission to the contact, to view requests while accessing Customer Portal by
enabling either of the radio button.

e Their Own Requests only: By default, this option is enabled irrespective of whether
the contact is associated or not associated to an account.

e All Requests from their Account (Primary Contact): Contacts can view all the
requests raised from their account.

e All Requests from their Account and sub account: Contacts can view all the
requests raised from their account and sub accounts.

8. If there are any Additional Contact Details, then enter the same in the respective fields. You
can configure Additional Contact Fields in the Admin module.
9. You can provide login permission to the Customer Portal on enter the Login Name and
Password under Login details block.
10. Re-enter the password in Re-type Password field.
11. Specify relevant information about the contact in the Description field.
12. Save the details.
You can send the login details to the contact by enabling "Send Self Service login details" option in
Notifications Rules under the Admin tab. [Refer Notification Rules to know how to set the
notification rules]
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Contact Details Page

The details of the contact added by you, while creating the contact is displayed under Contacts
Details page. You can edit, delete and view the requests raised by the contact from this page.

To view the contact details page,
1. Click on the Contacts tab in the header pane to open the contacts details page.
2. Select the Contact Name link of the contact to be viewed. The View Contact Details page
opens.

Contact Details

This block displays details of the contact that was entered while adding the contact information. In
addition, the contact details block also contains option to view the requests raised by the contact and
perform operations such as edit and delete on the contact details.

Contacts = Wiew Contact
Sharon Harper
Can view all requests from "Acme Inc"and its Sub Accounts,
Contact Details Edit Contact Delete Contact
Contact Name Sharon Harper Account Name Acrne Inc
Phone 984-7E37432 [ call Mobile Q934-7637432 B call
Email: sharon@acrne.com Alternate Email: sharonharper@acme.com
Remote Assistance ¢ Send Invite Twitter Screen Name:
Job Title Support Rep Description Support Rep
Recent Requests =] view all Requests = add request @ Update Request-Account Mapping
D Subject Assigned To Due By Status Date
20 Mail fetching does not worl John Roberts Apr 1, 2011 05:19 PM Open Aprl, 2011 03:19 FM
19 Password Reset John Roberts Apr 1, 2011 05:18 PM Qpen Apr 1, 2011 03:18 PM
15 Replacerment of battery administrator Apr 2, 2011 12:44 PM Open Mar 30, 2011 12:14 PM

Edit Contact
You can also edit a contact from the contact details page,
1. Click Edit Contact button.

2. The Edit Contact page opens with the values populated while adding the contact.
3. Modify the details and click Update.
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Delete Contact

To delete the contact,
1. Click Delete Contact button.
2. A confirmation dialog appears.
3. Click Ok to proceed. The contact is removed from the list.

Recent Requests

The Contact details page displays a quick view of all the recent requests raised by the contact. You
can also view all the requests raised by the contact by clicking View All Requests link.

Open Requests by Sharon Harper

Showing |: Open Requests v Showing 1- 3 of 3 Show | 3 w | per page
Cpen Requests
ID Subje¢ Requests On Hold Assigned To Due By Status Date
Pending Requests
3 Passw Closed Requests John Roberts Oct 26, 2009 12:21 PM Cpen Cct 26, 2009 10:21 AM
2 mail Ccmplleted Requetis John Roberts Oct 26, 2009 12:20 PM Open Oct 26, 2009 10:20 AM
1 replace battery request Shawn Adams Oct 26, 2009 09:49 AM Open Oct 23, 2009 05:49 PM

Select the filter to view the requests to be displayed as shown in the image above.

If you are on a phone call with the contact then you can add a request instantly from the contact
details page. Click s=Add Request link. The details of the contact is automatically filled in the
respective fields. All you need to do is enter the Request Title and the Description of the request.

Add Request

Contact Narme *  Sharon Harper Edit Contact Delete Contact
Account Acme Inc

Ernail sharon@acme.com a2 E' call

FPhone 984-FOITL32

per@acme.com
Maohile 984-7637432

Request Title * -

=] view all Requests | 4F Add request |8 Update Request-Account Mapping

Description

Status Date

Cpen Aprl, 2011 03:19 PM
Save Add more details O A ) ETILL @373 71

Cpen Mar 30, 2011 12:14 PM

If you wish to add more details to the request like, setting the priority and assigning to support rep,
select Add more Details link which opens the new request form.
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Account Mapping

If you have raised the request without account information for the contact in the Request Details page,
you can update all the requests with the new account information from the Contact Details page.

To map the account information with the previous requests:

1. Click Update Request-Account Mapping link. A pop up message appears seeking your
confirmation to update all the previous requests with the new account.

7
The Contact-account association has changed!

@ Do you want to update all previous requests raised by Sharon Harper (sharon@acme.com)
to Mew Account "acme Inc'?

Jests ®¢ Add request|®® Update Request-Account Mapping

n itus Date
Yes, Update all Previous Requests No
£l Apr 1, 2011 03:19 PM
John Roberts Apr 1, 2011 05:18 PM Open &pr 1, 2011 03:18 PM

administrator Apr 2, 2011 12:44 PM Cpen Mar 30, 2011 12:14 PM

2. Click Yes, Update All Previous Requests button. The account information is mapped with
all the requests.

Note: The account information will be mapped with all the requests raised by the contact, but
the contract details associated to the account will get applied only for the request with Open
status.

Tasks and Events

The tasks and events associated to the contact are listed in the Tasks and Events block respectively.
You can also add a new task and event from this page. Clicking on the Title of the task or event
redirects you to the Activities tab, from where you can perform edit and delete operations. To know
more on adding new task and event, refer Add New Tasks and Add New Events.
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Editing and Deleting Contacts

ManageEngine SupportCenter Plus provides you with the option to modify and delete the existing
contacts, provided you have the corresponding access permission.

Edit Contact

1. Click the Contacts tab in the header pane to open the contacts list view page.

2. Click the Edit icon [# beside the name of the contact you wish to edit. The Edit Contact page
opens with the values populated while adding the contact.

3. Modify the details and Update the changes.

Alternatively, you can also edit the contacts from the contact details page. To know more, refer Edit
Contact.

1. Click Edit button.
2. The Edit Product page opens with the values populated while adding the product.
3. Modify the details and click Update.

To reset the password of the contact,

1. From the Edit Contact form, click Reset Password link beside the Password field. The
Reset Password dialog pops up.

2. Enter the password in the New Password field. This is mandatory field.
3. Click Reset Password. The pop-up refreshes with a success message.

4. Click Ok to close the window.

Note
/_%r? To intimate the change of password to the requester automatically once you have

reset the password, you need to enable "Send Self-Service login details" option in
Notifications Rules under Admin tab.

Delete Contact
1. Click the Contacts tab in the header pane to open the contact list view page.
2. Select the check box beside the name of the contact you wish to delete.
3. Click the Delete button. A confirmation dialog pop-up.
4

Click Ok to proceed with the deletion of the contact information.
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To delete bulk contact information from the application,

1. From the contacts list view page, enable the select all check beside the Name field. A
message stating the number of contacts selected in the current page and the total number of
contacts yet to be selected appears.

2. Click the link in the message to select all the contacts. All the contacts will get selected and
some of the action buttons will be disabled.

3. Click Delete button. A dialog box pops-up confirming the delete operation.
4. Click Ok to proceed with the deletion of the contact information.

Alternatively, you can also delete contacts from the contact details page. To know more, refer Delete
Contact.
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Reconcile Contacts

Contacts with multiple entries in SupportCenter Plus can be reconciled into one. Say for instance, a
contact sends a request from mail address as sharon@acme.com, and replies to the request from
another mail address as sharonharper@acme.com, then these two mail address are considered as
two different contacts in SupportCenter Plus.

If you are aware that the same user is sending mails from different mail addresses then you can
reconcile the two users as one. And in future if you receive mails from the reconciled mail id, the
application shows or refers to the current available name and mail ID.

1. Click the Contacts tab in the header pane to open the Contact list view page.

2. Select the check box beside the contacts to be reconciled.

3. Click Reconcile Contacts button to open the Reconcile Contacts page.

4. All the selected contact is listed in the page. Enable the radio button beside the primary

contact.
5. Click Reconcile. All the contacts except for the selected primary contact is reconciled.
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Associate Accounts with Contacts

Bulk contacts can be associated to an account using this option.

To associate accounts with contacts,

1.

2
3.
4

Click the Contacts tab in the header pane to open the contact list view page.
Enable the check box beside the contacts you wish to associated to the account.

Select the Account from the Select Account drop down.

Click Associate. A success message appears on successfully associating the contacts with

the account.

Recently Added Contacts

[a || search | Bl (2] (8] [c] [p] [E] [F] [&] [H] [1] [3
(o} Eﬂ,| Mew Contact ‘ Delete ‘ Reconcile Contacts --Select Account-- |z| Asszociate
| Name Login Name Email Acme ccount / Sub
: . Acme Cor

[# 3John john john@acme. e

i Tricell Inc
[# George Mallroy george george@acmisreerm
[ [# Mark Anthony mark mark@myemail.com - =
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Unapproved Contacts

Contacts added or imported by the administrator are approved contacts, by default. These contacts
are provided with customer portal login details and their requests are tracked periodically. Apart from
these contacts, there are users who send request to SupportCenter Plus whose contact information is
unavailable in the database. These contacts are added under Unapproved Contact list in the

application and are indication by the unapproved 2 icon.

These requests are logged into the application based on the options selected under Contact auto -
addition configuration under Admin tab -> Settings.

Approving Unapproved Contacts

1.
2.
3.

Click on the Contacts tab in the header pane to open the contact list view page.
Click on Unapproved Contacts link under Views.

From the Unapproved Contact list view, select the contacts to be approved by enabling the
check box.

To approve the contact select Approve option from the Approve Actions drop down.

To approve the contacts and also provide customer portal login permission, select Approve &
provide login option. The selected contacts are listed under All contacts.

You can remove unapproved contacts by cliking on Delete button.
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Registered Contacts

Registered contacts are similar to that of unapproved contacts, except, these contacts have
registered for SupportCenter Plus through the Customer Portal. On registering, these contacts are
listed under Registered Contacts from where the users have to be approved and provided login
permissions to the customer portal.

If the administrator has enabled notifications to be sent to support reps when a new user registers in
the portal, upon registering, the support reps will receive a Registration Awaiting Approval mail with a
link to approve the contacts. Clicking on the link opens the Registered Contacts list view page. To
approve a contact, go to step 3 in Approving Registered Contacts.

Approving Registered Contacts
1. Click Contacts tab in the header pane to open the contact list view page.
2. Click Registered Contacts link under Views.

3. From the Registered Contacts list view, select the contacts to be approved by enabling the
check box.

4. To approve the contact slect Approve option from the Approve Actions drop down.

5. You can also approve and provide customer portal login permission to the contact by
selecting Approve & provide login option fromt the Approve Actions drop down. The
selected contacts are listed under All contacts.

6. You can remove registered contacts by clicking on Delete button.

Note:

The new customers who awaits approval from the concerned support rep will alone get listed under
Registered Contacts. The other customers without approval process will automatically get added to
the Contacts module upon registration through portal.
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Copy Contacts to Business Units

The contact of one business unit can be copied to another business unit. This can be done only when
multiple business units are enabled and configured in the application. For more information on
configuring business units, see "Configuring Business Units". While copying the contact information,
the account and sub-account information are also copied along with the contact.

Copying Contacts

To copy a contact:
1. Click Contacts tab in the header pane to open the contacts list view page.

Home  Activities Hequests Solutions Contracts Accounts EENETaiE Admin  Reports Dashboards Q- Go
D add New,.. = ™ Log aCall ¢ | 1 Mar 2011 15:42
" Contacts > All Contacts
* Views
All Contacts # Import Accounts/Contacts from CSY
# All Contacts
» Recently Added Contact.., a =y B (A [B] (€] [E] [F] (€] 1d] [T (3] [} 1T (W] (W) [5] [F] (81 iR (5] [F] [d] [ (W) [%] (%] 2

= Contacts without Accou...

» Primary Contacts Q || Mew Contact Dralete Reconcile Contacts | | --Salect Account-- % 1-2 10 perpage ¥ Row Count
* Unapproved Contacts [E| Name 2z Email Phone Account / Sub Account rMobile Twitter Screen Name S [H
» Registered Contacts B 7 Kate Hinks kate@acme .com 3888 Acma Corporations 1234567890

O 7 Kurt Rusell kurt@acme.com 9999 Acme Cor
* Recent Items
& FKurt Rusell n

& Hate Hinks
@i Acme Corporations

By AC not working prope...

2. Select the contact to be copied by selecting the check box in the contacts list view page. You
can also select multiple contacts by selecting more than one check box.

3. Select the business unit to which the contact has to be copied from the Copy to drop-down
list. The contact is copied to the selected business unit.
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Activities

The Activities tab comprises of the list of Events conducted in the organization and the Tasks
assigned to the support reps. Events are considered as the team meetings, conference, seminars or
product launch that takes place in the organization. The Event and Task can be associated to a
request, contract, account or contact. Say for instance, if the Event is a team meeting to discuss an
issue over the Acme account or a Task assigned to a support rep to change the printer toner.

In this Activities section, we will be referring Tasks and Events as Activities.
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Activities List View

The activities list view page organises and displays all the events and tasks configured in
SupportCenter Plus. The following functionality can be performed from the activities list view,

e option to view the events and tasks based on filters.

e customize columns to be displayed in the list view.

e set the number of tasks or events to be displayed per page.
e search for tasks or events using the search icon.

On clicking the Activities tab in the header pane, the page redirects to the activities list view page.
This page consists of two sub tabs - Tasks sub tab and Events sub tab. Clicking on Tasks sub tab,
lists the tasks list view page, while clicking on Events sub tab lists the events list view page.

s | @ + administrator (Log out)

ManageEngine

SupportCenter

Home Requests Solutions Contracts Accounts Contacts Admin Reports BCladiidg v

_© Add New... v | @logacal || &

Tasks Events

v Views
TEsk All Tasks
= All Tasks
» Tasks Today New Task Delete J 1-4cof4 10 per page ||
» Pending Tasks
Title Associated to  Assigned To Created on ¥ Created by Start Date Status Priority Q, [
» Overdus Tasks
# ng up ef ss Contact inistrator 7, 2013 06:47 PM ninistrator May 7, 2 7:00 PM  Not H
» Completed Tasks Setting up email address ntact administrato May 7, 2013 06:47 PM  administrato ay 7, 2013 07:00 PM  Not Started igh
» My Tasks L (# Include ancther RAM Request administrator May 7, 2013 06:47 PM  administrator May 8, 2013 09:00 AM Mot Started Medium
Events .
. [# Entry in Active Directory Account Howard Stern May 7, 2013 06:47 PM  administrator May B, 2013 07:00 PM  Not Started High
®» All Events
| [# Assion login to contact Contact administrator May 7, 2013 06:43 PM  administrator May 7, 2013 04:00 PM  Not Started Low

» Events Today
» Upcoming Events

» My Events

From the List View page, you can:

1. Views: The pre-defined filters provide a quick consolidated view of the tasks and events
configured in the application.
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W

»

»

>

>

b

>

Yiews

Tasks

Tasks Today
Pending Tasks
Cverdue Tasks
Carnpleted Tasks
All Tasks

My Tasks

Events

all Events
Events Today
Upcorming Events

My Events

2. Set the number of tasks, events per page and navigation buttons: You can set the
number of tasks and events to be displayed in the list view page.

3. Recent Items: All the recent items viewed by you is displayed under the Recent Items block.
You can also navigate back to the pages on clicking on the item link.

* ! Recent Items

Sharon Harper

g Acme Corporations
[@ Resolution for iphon...

Maintenan

[@ Restart online demo

4. New Tasks: Creating New Tasks.

5. New Events: Creating New Events.

6. Bulk Operations - Delete: Delete bulk tasks and events from the list view.
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Viewing Activities based on Filters

Through the pre-defined filters in the Activities Tab, you can have a quick and consolidated view of
the tasks and events configured in the application. There are some pre defined filters in
SupportCenter Plus as shown,

¥ ¥Yiews

Tasks

¥ Tasks Today

¥ Pending Tasks
¥ Owerdue Tasks
¥» Completed Tasks
#» Al Tasks

#» My Tasks
Events

»  All Events

¥» Ewents Today

¥ Upcoming Events

» My Events

Tasks

e Tasks Today:
Lists all the tasks assigned to the logged in support rep that is due on that day.

e Pending Tasks:
Lists all the unfinished and incomplete tasks assigned to the logged in support rep.

e Overdue Tasks:
Lists all the tasks assigned to the logged in support rep that has exceeded the due date.

e Completed Tasks:
Lists all the tasks assigned to the logged in support rep which are completed and closed.

e All Tasks:
Lists all the tasks, irrespective of status, configured in the application.

e My Tasks:
Lists the tasks assigned to the logged in support rep, irrespective of the status.
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Events

e All Events:
Lists all the events configured in the application.

e Events Today:
Lists all the events that are to be held on that day.

e Upcoming Events:
Lists all the upcoming events in the organization.

e My Events:
Lists all the events created by the logged in support rep.

Zoho Corporation Pvt. Ltd.

304



Q ManageEngine SupportCenter Plus - Admin Guide )

Customizing Activities List View

You can customize the Activities List View to display columns of your choice. To customize columns
displayed in the list view,

1. Click the Activities tab in the header pane.
2. From the List View, click on Column Chooser icon . The Columns widget pops up listing

the parameters that can be displayed in the list view. The columns that are currently visible in
the list view is indicated with selected check box.

Edit o’ : ==
] | 10 per page ¥ |
Title | -
Assigned to Created by Start Dat G Priority Q
adrministrator adrinistrator Qct 27, 20 assigned to 1! Medium
administrator administrator Qct 27, 20 Created by }
adrinistrator adrinistrator lan 28, 20 Start Date % %1 High
administrator administrator May 1, 201 Due Date High
adrninistratar adrninistrator &ug 2, 201 Priority 7 High
administrator administratar MNov 3, 201 Ea I e I High
administrator adrministrator Feb 1, 201z osrsoFrr ren ey, zorz tmooEf High

3. Toremove a column, de-select the check box and click Save.

4. To add a column to the list view, select the check box beside the column you wish to add.
Click Save.

5. To change the column order, click the up and down arrow after selecting the column that you
wish to move.

6. Click Save. Only the selected columns are added in the activities list view.
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Searching Tasks and Events

You can also perform a column-wise search of tasks and events based on the parameters listed in the
List view.

To perform a column-wise search,

1. Click on Activities tab in the header pane.

2. From the List View page, click on Search icon 2. The search field opens just below every
column that is visible in the list view.

3. Enter the search string in the column of your choice. You can enter keywords in more than
one column to perform a combined column search.

4. Click Go. The search results matching the search string(s) are displayed.

All Events
Mew Event Delets 1-60f6 | 10 per page ¥
| Title Created on Created by Start Date End Date Location ® =
Team Meeting _J I:I 2=
[0 [# conference Meeting Cot 30, 2010 10:52 AM administrator Cot 30, 2010 11:30 AM Mow 11, 2010 06:00 PM Hall
[0 [# conference Meeting Qct 30, 2010 10:52 AM administrator Qct 30, 2010 11:30 AM Mow 11, 2010 06:00 PM Hall
[0 [# conference Meeting Gct 30, 2010 10:52 AM administratar Oct 30, 2010 11:30 AM Mow 11, 2010 06:00 PM Hall
[0 [# conference Meeting Oct 30, 2010 10:52 AM administratar Oct 30, 2010 11:30 AM Mov 11, 2010 06:00 PM Hall
[0 [# conference Meeting Oct 30, 2010 10:52 AM administrator Oct 30, 2010 11:30 AM Mow 11, 2010 06:00 PM Hall
[0 [# Team Meeting Mov 1, 2010 12:41 PM administrator Mov 1, 2010 04:00 PM Mow 1, 2010 07:00 PM conference hall
Note
/_‘::r? 1. The search would return the results for any of the text fields of the tasks
and events.
2. You cannot search for tasks and events based on any of the date fields.
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Adding New Tasks

You can add new tasks and associate it to a Request, Account, Contact or Contract from this module.
The tasks added by you can be a personal reminder of the due by tasks or you can add tasks to other
support reps. Say, if a request involves multi technician work, then different tasks are created and
assigned to the technicians, and each of these tasks are associated to the request.

There are two ways through which Tasks can be created in the application,

a. Add New..drop down
b. Activities Tab

Adding Tasks from Add New..drop down

The Add New... drop down is a quick navigator to instantly access the New Task form from the home
page.

Q-|

[ @ add New... ‘ﬂl | @Logacall | |
@ Request ot

A% Reminder
| Task

[T.-'] Event

“% Canned Response | r—
E Solution
ﬁ Contract
Account

Contact

Product

To know how to add a new Task, go to Step 4 in Adding Tasks from Activities Tab.

Adding Tasks from Activities Tab

1. Click the Activities tab in the header pane. The Activities Tab comprises of the Tasks and
Events sub tabs.

2. Select the Tasks sub tab. The list of tasks assigned to the logged in support rep that is due
for that day is listed.
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9.

Click New Task button.
In the New Task form, specify the Title of the task. The Title is a mandatory field.

If the task is associated to a request, account, contact or contract, then select the same from
the Associate to drop down. Also, you can associate it to a specific request, account, contact

or contract using the search icon Q.

Note: If you are adding the task from the Request, Account, Contact or Contract details page,
then the Associate to option is selected automatically.

Select the Start Date of the task from the calendar icon . Also, select the Start Time from
the drop down.

Select the Due Date of the task from the calendar icon . Also, select the Due Time from
the drop down.

For repetitive task, select the duration as Daily, Weekly, Monthly, or Yearly from the Repeat
Task drop down.

Repeat Task

The repeat options for the selected duration is displayed below the Repeat Task drop down.
The repeat options varies for each duration. For example, if the duration selected is Daily,
then the repeat options will be, repeat task for a particular number of days or every weekday.

Repeat Task Daily w

@F{epeat Every [1 davyis) until one of the following happens .

& Every weekday

® Mo end date

CEnds after |1 timnels)

' Ends on | 18-03-2011

Select the option as required. If the task has an end date, select the date using the calendar

x| Else, enter the number of times after which the event ends in the text field.

If the task is non-repetitive, select Never from Repeat Every drop down.

10. To assign the task, select the support rep from Assign to drop down. Next, select the

Priority and Status of the task from the respective drop down.

11. Enter the content of the task in the Description field.
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12. You can be reminded of the task by selecting the number of days/hours from Remind me

| and the time of

reminder from Remind me on drop down. You will be reminded of the task based on the

scheduled date and time

13. Click Add. The task is added to the existing list.

If you have enabled "Send Email when atask is assigned to a support rep" under Notification
Rules, then an email notification is sent to the support rep assigned to the task as shown below,

Dear Jake Thomas,
Task details are

Title :
Associated to

Description ;

Click for details :

Assign Logins to contacts

! Reguest

Start date :11-Mow-2010 11:00

Due by date : 13-Dec-2010 19:00

Created By : administrator

assign logins to the contact - Sharon Harper

htto: Aflocahost 080 A ctivity . dofmod=viewTask&activityId=2

Regards
administrator

Clicking on the link in the email leads to the SupportCenter Plus login page, where on entering the
login credentials, the support rep can get started with the task.
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Viewing Tasks

The details of the task are organized logically in the Task details page. From the View Task page you
can, alter any details in the task, mark the task as complete once the task is finished and also delete
the unwanted tasks.

To view the details of an task,
1. Click the Activities tab in the header pane.

2. Click the Title link of the task to be viewed.

Task Details

The Task details block displays the Title of the task, the user to whom the task is assigned and the
name of the user who has created the task along with the created date and time. This is followed by
the remaining details that was filled while creating the task such as, the Start Date and Due Date of
the task, Status, Description and the request, contract, account or contact to which the task is
associated to.

Activities = My Tasks > Wiew Task

View Task

Edit i Mark as completed i Delete i

=} Assign Logins to contacts
ﬁ Status : Mot Started

Assigned to : Jake Thormas by : administrator on @ Mow 10, 2010 01:02 PM Priarity : High

Task Details
Title Assign Logins to contacts

Associated to Request - Need login credentials to access SupportCenter Plus

Start Date Mow 11, 2010 11:00 AM

Due Date Dec 13, 2010 07:00 PM  {Task does not repeat)

Status Mot Started Change

Description Assign logins to the contact - Sharon Harper

Reminder 1 day before the task starts Edit Reminder

Comments L add comment

Added by: lake Thormas - Mov 10, 2010 01:04 PM Delete

Login details is assigned to the contact - Sharon Harper

You can set a personalized reminder for this task using the Add Reminder link. Select the number of
days/hours before which the reminder should be sent using Remind me before drop down. You can

choose to be prompted by Email or SMS or both. Click ¥ to set the reminder.
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If you have specified a reminder while creating the task, then the same is displayed in the task details
block. You can modify the number of days/hours before which the reminder should be sent using the
Edit Reminder link.

Comments on the progress of the task can be entered by clicking the Add Comments link. Enter
your comment in the text field and click Add. You can also delete a comment using the Delete link.

Changing the Status of the task

To change the status of the task click Change link beside Status. The four states of the task are, Not

Started, In Progress, On Hold and Complete. Select the status and click . . You can also mark a
task as complete by selecting Mark as Completed sub tab.
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Adding New Events

Events that take place in the organization such as team meetings, conference, seminars, product
launch and so on, can be recorded and sent to the participants from the Activities Tab.

There are two ways through which Events can be created in the application,
a. Add New.. drop down

b. Activities Tab

Adding Events from Add New..drop down

The Add New..drop down is a quick navigator to instantly access the New Event form from the home

page.
I -

| € add New... ‘ni | @Logacall | | 3t
E Reguest o

Rerinder

Task

| Event

=
F.—_l
Ay
@
L
]

Canned Response

=
—
]

|
5]

Solution
Contract
Account
Contack
Product

To know how to add a new event, go to Step 4 in Adding Events from Activities Tab.

Adding Events from Activities Tab
1. Click the Activities tab. The Activities Tab comprises of the Tasks and Events sub tabs.
2. Select the Events sub tab. The list of All Events is displayed.

3. Click New Event button.
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4.
5.

10.

11.

In the New Event form, enter the Title of the event to be held. The Title is a mandatory field.

If the event is associated to a request, contract, account or contact, then select the same from
the Associate to drop down. Also, you can associated it to a specific request, account,

contact or contract using the search icon Q.

Note: If you are adding the event from the Request, Account, Contact or Contract details
page, then the Associate to option is selected automatically.

If the event is an all day event, enable the check box beside All-day event. Else, select the
time duration of the event beside the Start date and End date drop down.

For repetitive event, select the duration as Daily, Weekly, Monthly or Yearly from the
Repeat Event drop down.

Repeat Event

The repeat options for the selected duration is displayed below the Repeat Event drop down.
The repeat options varies for each duration. For example, if the duration selected is Daily,
then the repeat options will be, repeat event for every particular number of days or every
weekday.

Repeat Event | Daily W

'@'Repeat Every [1 dayis) until one of the following happens :

& Every weelday

@ Mo end date

O Ends after |1 timnels)

(O Ends on |18-03-2011

Select the option as required. If the event has an end date, select the date using the calendar

i:|, Else, enter the number of times after which the event ends in the text field.

If the task is non-repetitive, select Never from Repeat Every drop down.

Specify the location of the event in Location text field. Also, provide a brief Description of
the event.

To select the Participants of the events, click Add/Edit Participants link. From the Add/Edit
participants pop up, select the users i.e., Support Reps, Contacts and Account Managers
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from the drop down. The respective users configured in the application are listed. You can
conduct a search for the participants by entering the search keyword text in the search field.

Add/Edit participants

Select users

i-SuppDr't Reps v-|

|mike | gl

leniffer Doe < jeniffer@acrme.com =

Howard Stern < howard@acre.com =
Torm williarns < torn@acrne.com =

lohn Roberts = john@acme.caorm =

Jake Thomas = jake@acme.com =
Heather Graham <« heather@acrme.corm =
Shawn Adams <= shawn@acme.com =
Bob Adams < bob@acrne.com =
adrninistrator < admin@acrne.corn =

Mike Thormas = mike@lexcorp.com =

12. To move the participants to the Selected List block, select the user and click >> Assign
button.

Select users

i_éﬁppn&_ﬁeps v_f

! ' ,D‘| Selected List

leniffer Doe < jeniffer@acrme.com = Tom williams < tom@acme . com =
Howard Stern <= howard@acrme.com = 8 John Roberts < john@acrne.com =

Torn Wwilliarms < torm@acrne . com = Heather Graham = heather@acme.com =
lahn Roberts < johni@acrne.com = & Jeniffer Doe < jeniffer@acme.com >

Jake Thomas = jake@acme.com =
Heather Graham < heather@acrne.com =

Shawn Adams =< shawn@acme.com =

Bob adarms < bob@acme.com =

administrator « admin@acrne.com =

Mike Thornas < mike@lexcorp.com =

13. If the Participants are not present in the users list, enter their Email Address manually in the
text field provided. Multiple email addresses can be entered using comma as a separator.
Click Add. The selected participants are listed in the Participants block of the new event form.
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14.

15.

16.

17.

You can choose to send an email naotification to all the participations by enabling the check
box. Also, you have an option to notify yourself when all the participants respond to the
invitation.

The event conducted can be made Private or Public. A Public event is visible to all the users
whereas, a Private event is visible only to the selected participants and you.

You can set personalized reminders to prompt an email or sms for the event. To set a
reminder, click Add and select the number of days/hours before which the reminder should
be sent from Remind me before drop down. You can choose to be prompted by Email or
SMS or both.

Click Add. The event is added to the existing list and an email notification is sent to the
selected participants.
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Viewing Events

The View Event page organizes the details of the event in a logical manner. You can view an event if
you are a participant or if the event is made "Public". To view the details of an event,

1. Click the Activities tab in the header pane.

2. Click the Title link of the event to be viewed.

Event Details

The Event details block displays the Title of the event, privacy settings, name of the user who has
created the event along with the created date and time. This is followed by the remaining details that
was filled while creating the event such as, the Start Date and End Date of the event, Location,
Description and the request, contract, account or contact to which the event is associated to.

Activitiss > All Events = Wiew Event

View Event

[ Edit | Delete

r'f; Team Meeting

Private event

Created By : administrator Createdon: Mow 9, 2010 12:46 PM

Event Details

Your Response

Title Teamn Meeting
Will you attend ?

@ ves (Mo (O Maybe

Associated to  Account - Acme

Start Date Maow 1, 2010 04:00 PM
Past cornrment
End Date Mov 1, 2010 07:00 PM
Location conference hall
Description Team Meeting
Add
Reminder 2 hours before the event starts Edit Reminder

If you wish to be reminded of this event, then you can set a personalized reminder using the Add
Reminder link. Select the number of days/hours before which the reminder should be sent using

Remind me before drop down. You can choose to be prompted by Email or SMS or both. Click .
to set the reminder.

If you have specified a reminder while creating the event, then the same is displayed in the event

details block. You can modify the number of days/hours before which the reminder should be sent
using the Edit Reminder link.
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Posting your response to the Invitation

If you are a participant of an event, then an invitation via email is sent as shown below,

Dear Jake Thomas

Event details are

Title : Team Meesting
Associated to @ Account

Start date :01-MNov-2010 16:00
End date : 01-Mov-2010 19:00
Location : conference hall
Description : Tearn Meeting

Post your Response at: : http:/Aocalhost: 8080 /approval/EventResponse jsp?action=responseForEventfactivity[d=202&userld=603
Regards
administrator

This message template can be customized under Notification Rules -> Activities module -> "Notify

participants by Email, when they are invited for an event".

To respond to the invitation, click on the link given in the email. You will be routed to a page
displaying the event details. If you are sure to attend the event, click Yes radio button. If you are
unsure of your participation, select Maybe. If you are unable to attend the meeting, select No radio

button. Post your comments in the text as shown. Click Add. Your response will be saved. Click Close

link to close the window.

I‘ﬁamge:|‘.LJ;-n::'tI g
Acme Inc Event - Your Response SupportCenter "

Ewvent Details

Title Tearn Meeting
Associated to Account

Start Time Moy 1, 2010 04:00 PM
Lacation conference hall
Description Tearn Meeting

will you attend 7
® ves O Maybe O o

Post comment

ves will attend the meeting.

Add

Note: Alternatively, if the participants are SupportCenter Plus users, then they can log into the

application, select the event and respond to the invitation.

Zoho Corporation Pvt. Ltd.

317



S ManageEngine SupportCenter Plus - Admin Guide )

Recording Invited Participants

The Invited Participants block is visible to the user who has created the event. This block is to keep a
track of the participants who Will Attend the event, Not Attend the event and those who May Attend
the event. By default, the creator of the event is listed in the Will Attend sub tab. The participants who
have not responded to the mail are listed in Not Responded sub tab. So with these tabs, you can
keep a track of the participants attending the event.

Invited Participants

will Attend (3) Mot attend (5 ) May Attend (8) Mot Responded (&)

Name Comment

adrinistrator attending

Jake Thomas will be attending the meeting

Baob Adams will be 10 mins late but will attend the meeting.
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Timesheets

ManageEngine SupportCenter Plus provides you a facility to view all the time entries entered by the
support reps on requests and thereby providing you the complete view of time entries in a single view.
The time entry details specified for resolving the request in Request Details page is displayed under
the Timesheets tab.

The time entries can be viewed for an account or all accounts at a varying date range and also you
can group the time entries either by Account name or Support Rep. The total time spent by the
support rep on the requests and the total amount to be paid by the customer can also be viewed
using the Timesheets tab.

The administrator can export the 'Billable' time entries as IIF file format to be imported into
QuickBooks for invoicing the customers.

NOTE:
The Timesheets tab will be available only to the Global and Business Unit administrators.
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Viewing Timesheets

The Timesheets tab displays time entry details such as Executed Time, Summary, Status, Support
Rep, Amount, Time Entry Type, Time Spent, Account Name, Rate Type, Contract, and time entry
additional fields (if available).

On clicking the Timesheets tab in the header pane, the page redirects to the Timesheets list view

page.

All Timesheets

Account Date Filter Group by
All Accounts > All Time > Account Name v
Delete 1-40f4 10 per page E
Status Support Rep Time Spent Amount \.l Ef'.

[[] Executed Time Summary

Account Name : Acme Corp

[F] Fri, 14 Oct 2011 The password has been reset successfully. Howard Stern 0 Hrs 30 Mins 0.00
Request : 4 - How do I reset a admin passwor...
[[] Fri, 14 Oct 2011 The problem with the printer is identified and resolved successfully Heather Graham 2 Hrs 00 Mins 1,500.00
Request : 6 - Printer problem
2 Hrs 30 Mins $1,500.00
Account Name : Acme Inc
[F] Fri, 14 Oct 2011 Battery replaced. Heather Graham 2 Hrs 00 Mins 1,000.00
Request : 3 - Replacement of Battery
[[] Fri, 14 Oct 2011 The backup data is resorted. John Roberts 3 Hrs 00 Mins 2,000.00
Request : 7 - Cannot restore the backup date...
5 Hrs 00 Mins £3,000.00

Viewing Timesheets based on filters

You can view the time entries based on filter for the Timesheets list view page. There are some pre
defined filters in SupportCenter Plus as shown,

All Timesheets

v Views

#» All Timesheets
Account

Billable Timesheets

¥

All Accounts
* Non-Billable Timesheet...

W

» Billed Timesheets

All Timesheets
Lists all the time entries with all the statuses.
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Billable Timesheets
Lists the time entries that are yet to be invoiced to the customer for payment.

Non-Billable Timesheets
Lists all the non-billable time entries.

Billed Timesheets
Lists the time entries that are billed to the customer.

Viewing Timesheets by Account

You can view the time entries for a particular account, or all accounts.

1.
2.

Select All Account option from the drop down to view the time entry details of all accounts.

[OR] select Specific Account option and enter the keyword in the search field provided. All
the accounts matching the keyword are listed.

To move the accounts to the Selected Accounts block, select the account and click >>
Assign button.

Account

Specific Accounts ~

) all Accounts

@ specific Accounts

| | Selected Accounts
a

Acme - Acme Inc

Acme Ltd

Apply Cloze

4. Click Apply button to view the time entries for the selected accounts.

Viewing Timesheets by Date Filter

You can view the time entries based on the Date Filter. Select Today, Yesterday, This Week, Last
Week, This Month, Last Month or Custom date range option from the Date Filter drop down to filter
and view the time entries. By default All Time is displayed. When you select the Custom date range
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option, you need to select the From and To date from the Calendar lookup and click Go to view the
time entries based on the specified date.

Date Filter

All Time -
All Time

Today
Yesterday
This Wesk
Last Week
This Month
Last Month

Custom date range

Viewing Timesheets Grouped by Accounts and Support Reps

You can view the time entries by grouping them under Account Name and Support Rep. If you select
None option, the time entries are listed based on the executed time.

View the time entries grouped by Account or Support rep by selecting the Group by option, with that

the time entry details are sorted with the group name along with the total time spent and total amount
details.
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Billable, Non-Billable and Billed Timesheets

In order to make the customers aware of the time entry details and the total cost entered by the
support rep for resolving requests, the time entries are marked as billable and are sent to the
customers from the Timesheets tab. You can mark the time entries as billable, non-billable, or billed
statuses.

The administrator can mark the time entries as billable at any time and export to QuickBooks for
creating invoices to the customer. Upon invoicing the customer the time entries can be marked as
billed.

Billable Timesheets

Billable time entries are those which the support rep incur and which will be invoiced to the customer
for whom the service is made. For instance, the time taken by the customer support representative to
analyse and resolve the problem with the printer raised by the customer is billable. You can mark the
time entries to 'Billable’ status and export to QuickBooks for invoicing the customer.

NOTE: Additionally the support rep can mark the time entry as billable or non-billable while adding the
time entry under Request Details page --> Time Entry tab. If the time entry is marked as non-
billable, the hours/incidents will not be deducted from the contract.

To mark the time entry as billable:
1. Click Timesheets tab in the header pane to open the timesheets list view page.
2. Click Non-Billable Timesheets link under Views.

3. From the Non-billable Timesheets list view, select the time entries to be marked as billable by
enabling the check box.

4. Click the Mark as Billable button. You can see the time entry removed from the list and a
message confirming the entry is marked as billable appears.

NOTE: Billable time entries can only be marked as billed.

Non-Billable Timesheets

Non-billable time entries are those which cannot be billed to the customer. For instance, the time
taken by customer support representatives to answer "how do I" questions regarding the product is
not billable and are not billed to the customer.
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Billed Timesheets

Billed timesheets are those invoiced to the customer. To make the support rep aware of the billed time
entry details, you can use the Mark as Billed option in the Timesheets page, and thereby indicating
that the time entries have been billed to the customer.

You can mark the timesheets as billed once the time entry details are exported to QuickBooks. [For
more information, refer Exporting Time Entries to QuickBooks.]

To mark the time entry as billed:

1.
2.
3.

Click Timesheets tab in the header pane to open the timesheets list view page.
Click Billable Timesheets link under Views.

From the Billable Timesheets list view, select the time entries to be marked as billed by
enabling the check box.

Click the Mark as Billed button. A message confirming that the time entries are marked as
billed appears.

NOTE: Once the time entries are marked as billed, they cannot be exported to QuickBooks.
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Exporting Time Entries to QuickBooks

ManageEngine SupportCenter Plus provides you the ability to export time entry details to
QuickBooks, a popular business accounting software used for invoicing the customers. With the ability
to export time entries, this feature offers an ideal solution for the Support Reps working on customer

requests that needs to be billed to the customer. To facilitate transfer of time entry data to

QuickBooks, the billable time entries are tracked under the Timesheets tab and are exported
as QuickBooks IIF file format.

The time entries can be sent to the QuickBooks in two steps;

Step 1: Export as lIF file

You can export the time entries as IIF file format and save the time entries for importing into

QuickBooks.

1. Click Timesheets tab in the header pane to open the timesheets list view page.

2. Click Billable Timesheets link under Views.

3. From the Billable Timesheets list view, select the time entries which you want to export as IIF

file.

> Views

» Al Timeshests
» Billable Timesheets
» MNon-Billable Timesheet...

» Billed Timeshests

»! Recent Items

B4 Cannot restore the b...

8 Mike
B Replacement of Batte...
Iy printer problem

I Unable to connect to...

Billable Timesheets

Account Date Filter

All Accounts v All Time

Mark as Billed Delate Export as IIF file

Executed Time  Summary

Account Name : Acme

7] Thu, 20 0t 2011 The problem with the printer is identified and resolved succe...

Request : 8 - Printer probles

Account Name : Acme Corp

7] Thu, 20 Oct 2011 Reconfigured the router to connect to the Internet.

Request : 6 - Unable to connect to the Inter...

Account Name : Acme Inc

7] Thu, 20 Oct 2011 Battery replaced

Account Name : Acme Lid

7] Thu, 20 Oct 2011 The backup data is restored

Request : 10 - Cannot restore the backup date...

Status

Group by

1-4d4cfa

Suppart Rep

John Roberts

Jeniffer Doe

Heather Graham

Shawn Adams

Name

Time Spent

2 Hrs 00 Mins.

2 Hrs 00 Mins

3 Hrs 00 Mins

3 Hrs 00 Mins

3 Hrs 00 Mins

3 Hrs 00 Mins

3 Hrs 00 Mins

3 Hrs 00 Mins

=y
10 per page ||

Amount o, FRL
1,000.00
$1,000.00
1,100.00
%1,100.00
1,700.00
$1,700.00
700.00

£700.00

4. Click the Export as IIF file button. You will be asked to save the file to your disk.
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i 4
Opening ﬁmﬁheet_Zﬂll_lﬂ_IB_IS_Zﬂ_H.i'_ =S

i You have chosen to open

.| Timesheet_2011_10_18 15 _20_57.iif

which is & Text Document
from: http://scp-xpl:8090

What should Firefox do with this file?

(") Open with | Notepad (default)

@ Save File

[7] Do this automatically for files like this from now on.

5. Click OK. You will be asked to select the location to save the file.
) Enter name of file to sa o= |
.. v Computer » O5(C:) » Timesheets - || Secm: Timesheets L2

Organize + Mew folder H==

& Downloads T Mame Date modified Type

"5l Recent Places ) )
10/18/201112:08 ... TF File

10/18/201112:12 ... TF File
10/18/2011 2:24 PM  TF File

s Libraries
@ Documents
J‘F Music
[=] Pictures

B videos

1% Computer

&, 05y
a Official (Dz)

File name:

Save as type: [Teu‘t Document

“ Hide Folders

6. Select the location and click Save. The file is saved in the selected location.

7. A dialog box appears seeking your confirmation to mark the exported time entries as billed in
the timesheets list view page.
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Update Time Sheet x

Mark =elected entries as Billed

Ok Cancel

8. Click OK to mark the selected time entries as billed. If you do not wish to mark as billed, click
Cancel.

Step 2 : Import to QuickBooks

The time entries saved as IIF file can be imported to QuickBooks.
1. Open QuickBooks.

2. Select File --> Utilities --> Import --> lIF Files from the main menu.

| QuickBooks: Premier Accountant Edition 2008
IEN Edit

Barking Reports  Window  Help

B ® A & ¢

: Upgrade Reminders Search Feedback = Services

Wiew Lists  Accountant  Company  Customers  Vendors  Emplovees

= 2 |®

ovee Center | Report Center | Help

MNew Company...

Open or Restore Company..,

Open Previous Company 4
Save Copy or Backup. ..

Close Company

Switch to Multi-user Mode
Lilities Import Excel Files. ..

Accountant's Copy 3 Export
Synchronize Contacts Web Connect Files. ..
Prink ... Chrl+F Converk Timer Activities
Save as PDF... Copy Company File for QuickBooks Mac, ..
Print Forms 3 Copy Company File for QuickBooks Online Edition, .

Frinker Setup...
e Converk Accountants Copy ko Company File (GOEWY, .

Send Forms, ..

Shipping 3 Stop Hosting Multi-User Access, .,
Update Web Services Werify Data

‘Web Timesheet: Integration Manager Rebuild Data

Toggle to Another Edition, .. Clean Up Company Data. ..

Exit Alt+F4

3. The Import dialog box appears.
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Import @
Look, in: |l.i' Timesheets v| O F -

iy @ Timesheet_z011_10_1&_1Z2_10_ 43.if
Lé E Timesheet_2011_10_18_12_14_0&.iif
My Fecent |#] Timesheet_z011_10_15_14_25_59.if
Documents E] Timesheet_2011_10_18_15_20_57.iif

by Cormputer

File name: | Timesheet_2011_10_18_15_20_57.f v [ open |

.Fg Files of type: ||IF Files [".1IF) v| [ Cancel ]

[ 1 N.etwnrk

4. Browse and select the IIF file to be imported.

5. Click Open. The Time/Edit Single Activity dialog box appears. You can edit the time entries
as required before the import and click OK.

Time/Edit Single Activity X]

Not Billed
Diake 09f29(2011 illable
Mame John Roberts w Pavrall Item ourly w
Customer: Job ACME THC il
Service Trem Mormal Rate w
Duration Mokes

RequestIl:a Replacement of Batkery
3:00
Rewvert ] [ Ok,
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6. A dialog box pops up asking your confirmation on the import operation.
kBooks Information

i) ‘four data has been imported,

'\-‘_

Click OK. The time entries data are imported and displayed as shown.

i3 QuickBooks: Premier, Accountant Edition 2008 - [Customer Center: ACME INC |

EFEX
8 File Edit “iew Lists Accountant Company Customers Vendors Employees Banking Reports  Window Help - &
wy |: y =] ="
® & & ol ¥ D ® H & ¥ & =
Horme Customer Center  Vendor Center  Employee Center | Report Center  Help

° Upgrade Reminders Search Feedback
(‘Q New Customer & Job ~ New Transactions » ng Print ﬂ Excel » Li YWord *

Customers & Jobs Transackions

Services  Payroll  Credit Cards

Wiew | Active Customers hd E
Marmne

Balance Total | Motes

1,700.00
+ACME CORP s
+ACME Ltd LI
+ACME 1,000,00

NOTE: The imported time entries can be invoiced to the customer using QuickBooks.
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Deleting Timesheets

The administrator can delete the time entries from the Timesheets page. If the time entry details
associated to the contract is deleted, the specified hours or incidents gets added back to the contract.

NOTE:
While deleting an incident based contract time entry, the incident gets added back to the
contract only when all the time entries added under that particular incident are deleted.

To delete a time entry:

1.

2
3.
4

Click Timesheets tab in the header pane to open the timesheets list view page.
Select the time entries to be deleted from the list by enabling the check box.
Click the Delete button. A dialog box pops up asking your confirmation on the delete process.

Click Ok to proceed. The time entries are deleted from the list and from the Time Entry tab of
Request Details page.

Click Cancel to abort deletion.
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Configurations

All configurations for the application are grouped under Admin tab. You can access the various
configuration options by logging into the application with the username and password of an admin

user.

On logging into the application with the login credentials of an administrator, the Configuration Wizard
page opens. Follow the instructions to proceed with the configurations.

The various configurations are grouped under the following major heads:

Main Settings

Helpdesk Settings
Account Settings

Contract Settings

User and Related Settings
User Survey Settings
Organization Settings

Integration & Add-ons

Each of these configurations is explained in details in the following sections.
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SupportCenter '™

Home Regquests

Solutions

Contracts  Accounts

Contacts

Reports

Dashboards v

+ administrator

Main Settings
%‘.’

Mail Server Settings

Helpdesk Settings

Helpdesk Customizer

Account Settings

Industry

o

Customar Portal Settings

Contract Settings

=

Suppart Services

User and Related Setings

>

Rales

5

Windows Domains

User Survey Settings

Survey Settings

Organization Settings
Organization Details

Integration & Add.ons

n

APT

Home | Requests | Selutions | Contracts | Accsunts | Contacts | Admin | Reports | Daskboards | Activ

.
(-]
Mail Configuration

B2

Request Templates

)

Product Type

=
Rate Types

Contact - Additional Fields

<

Active Directory

-
(£

Define Survey

&

Settings

E

Twitter Settings

&

Motification Rules

Scheduled Requests

e

Praduct - Additional Fields

&

Suppart Plans

Support Rep - Additional
Fredds

B

Survey Praview

o

System Motification
Settings

B

Telephory Server Settings

B

Business Rules

Time Entry Type

Account - Addiional Fields

s

Operational hours

&8

Support Reps

Tl

Survey Results

Backup Scheduling

¢
‘a

Remote Assistance Setup

Q Add New... |~ | @igacall | ¥ )

=

Service Level Agreements

)
TimeEntry - Adddional
Fields

Es

Sales - Additional Ficlds

il
L=

Halidays

£

Account Managers

[ =]
2]
Zoho CRM Settings

| Products | Timeahests

= List View

Job Shest Customizer

Schedule C5V import

Group
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Main Settings

Main Settings provides you to configure the basic parameters required to get quickly started with
SupportCenter Plus. The administrator need to configure the main settings before start fetching the
customer support mails and tracking the same.

The Main Settings consists of the following configurations,
e Mail Server settings ]
@
e Mail Configuration @
¢ Notification Rules QB
e Business Rules @j
Y

e Service Level Agreement Pt
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Mail Server Settings

In order to fetch and send mails from the application, you need to configure the Mail Server Settings.
You need to set both the Incoming and Outgoing mail server settings to send and receive mails
without any problems.

To configure mail server settings,

1.

Click on the Admin tab in the header pane to open the configuration wizard page.
L
Click the Mail Server Settings icon %5 under the Main Settings block.

If you have enabled multi tenancy through Business Unit, click Global Settings tab - > Mail
Server Settings under Organization Settings block. The Mail Server Settings page opens to
view the Incoming, Outgoing and Spam Filter tabs.

Incoming Mail Settings
Outgoing Mail Settings

Spam Filter

Incoming Mail Settings

1.

2
3.
4

o

Click on Incoming tab.
Specify the Server Name / IP Address from where the mails needs to be fetched.
Specify the Login credentials to the server in the User Name and Password fields.

Select the type of Email that needs to be fetched into the application from Email Type drop
down. Say, POP, IMAP, POP3S, IMAPS.

The default Port for the email type is pre-filled.
You can schedule the time in minutes to fetch the mails in Fetch mails every field.

If you require, you can enable Transport Layer Security by selecting the check box beside
Enable TLS.

You can Suppress Auto Notification and prevent Email Storming from contacts by halting
the mail looping and mail fetching into the application. Specify the number of mails and the
time span after which the mail fetching and the looping should be stopped.

Click Save. The configurations will be saved and SupportCenter Plus will try to establish
connection with the mail server. Click Start Fetching button, to start the mail fetching.

Zoho Corporation Pvt. Ltd.

334



ﬁ ManageEngine SupportCenter Plus - Admin Guide )

Mail Fetching status : STOPPED Start Fetching Last attempt to fetch mail : - | Mails to be fetched :

Incoming \| Outgoing ﬁl Spam Filter ﬁ

(i) During mail fetching, ManageEngine SupportCenter Plus will delete e-mail messages for the mail account in the
mail server. Hence please create a separate mail account and alias it to this mail id.

Server Name / IP Address® |pop.acme.com

User Name * admlnlstrator .

Password * ?-_.:,.__-_

Email Type 'PDF" _VT
Port * 110

Fetch mails every * [1 Minutes

Enable TLS (Transport Layer Security)

w Mail Loop & Mail Storm Prevention Settings

Suppress auta-notification (To prevent mail loops)

When a contact sends 3 emails within a span of .1-. | minutes

[#] Stop email fetching (To owercome mail storms, DoS attacks)

When a contact sends 3 | emails within a span fo_l minutes

Save

Once the mail fetching starts, the Save button is disabled. So, if you wish to change any of the
settings, then you need to stop mail fetching, make the changes, Save and then restart the mail
fetching.

Outgoing Mail Settings

1.
2.

Click on the Outgoing tab.

Specify the Server Name / IP Address of the Outgoing Mail Server through which the mails
are sent to the external world.

Specify the backup server name which will take over the main server in case of server crash
in Alternate Server Name / IP Address field.

Select the type of Email that needs to be fetched into the application from Email Type drop
down. Say, SMTP, SMTPS.

The default Port for the email type is pre-filled.

If authentication is required for outgoing mails server, enable Required Authentication and
enter the specific credentials in User Name and Password fields.

Click Save.
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Mail Fetching status : RUNNING Stop Fetching Last attempt to fetch mail : - | Mails to be fetched :
Incoming | Outgoing ﬁl Spam Filterﬁ
Qutgoing Mail Settings. * Mandatory Field
Server Name / IP Address * SMTP

Alternate Server Name / IP Address
Email Type | SMTP |
Port * ;25
Enable TLS (Transport Layer Security)
Requires Authentication
* User Name |

* Password

Save

Spam Filter

You can mark all your junk mails into Spam by defining filter criteria for the mails. Once you set a
criteria say, "Subject contains Out of Office or Spam", then mails matching this criteria will be dropped
and no new request will be created out of them.

To configure Spam Filter,

1.
2.

Click on the Spam Filter tab.

Define a rule by selecting a Criteria and Conditions from the respective drop down. Say, "
Sender contains ".

Specify the filter content in the given text field by clicking the choose button. Say, the criteria
is SENDER and condition is CONTAINS then the content can be xyx@acme.com.

Click Add to Rules button.

You can add more than one rule and select Match all of the following (AND) or Match any
of the following (OR) radio button to match the rule.

Save the details.
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Mail Configuration

The email address to which the service requests are sent and should be fetched by SupportCenter
Plus application is configured under Mail Configuration. If you have enabled multi-tendency, the email
address of the respective Business Units can be configured such that the mails are routed to the
particular Business Unit.

e Incoming Email IDs: The email address to which the service requests are sent.

e Sender Name: The name to appear in the mail beside sender's mail ID, while sending mails
from the application.

e Reply-To Address: The email address to which the reply needs to be sent.

Customers sends email requests Organization Mail Server

copy of the emails Falls into the Other Mailbox Accounts
Support Ernail Account

-w
& . .\ support@acmedtom
QB e G ACME Support Email Account
= @ Sple | suppart@acme-telecomacom Received here
g Fetch rnails
petiodically
SupportCenter Plus
25
Configure |5
incorning ||
email I0s (o] Rt
Ennﬁgurfe Im:m.ning EI'.I'IaiI IDs in SupportCenter Plus l L
Far raspective Business Linits
support@acme-it. com L R ACME Business Units
suppart@acme-retail, com <p  Bcmie Retail -

supporti@acrne-telecom.com -+ ACME Telecom | | |

g g g

- Requests routed to
respective Business Units
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Notification Rules

Notification Rules can be set for request, solution, contract and activities modules. You can configure
to send notification and alerts to account managers, contacts and support reps on various instances
such as, notify contacts when requests are closed, alert support reps when a request is assigned to
them, notify all support reps when a solution is approved and so on.

In addition, there may be some default actions that you might want to perform when the state of any
item changes. These default configurations can also be defined under Notification Rules.

1. Click on the Admin tab in the header pane to open the configuration wizard page.

ﬁ""‘}"’ﬂ under the Main Settings block. The set of Notification
Rules is displayed. You can set notification rules for Request, Solution, Contract and

2. Click on Notification Rules icon

Activities modules.

Motification Rules

Motification Sender address : Acme{info@acme.com) [ Edit ]

Request ‘Solution Contract | Activities

Account Manager Notifications

Acknowledge Account Manager by Email

\f Wwhen a new request is received Customize ternplate
on receipt of the email reply Customize template
\f when the request is updated Customize ternplate
when the request is closed Customize template

3. To enable or disable any of the notification rules, select or de-select the check box beside
each of the rules.

4. For certain notifications like, "Alerting support reps when a new request is created", "Alerting
support reps when a new user registers in the portal”, and "Notify Support Reps when
solution is created or Modified", you need to choose the support rep(s) to be naotified by
clicking Choose button and selecting the support reps from the pop-up window. Click Ok.

5. Click Save.

Customizing Templates

You can customize the message template which will be sent for various events such as, replying to a
request, escalation of SLA, notifying support reps, task and event reminder notification,
announcements and so on. You can also customize the message template for each of the
notifications.
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To customize the template,

1. Click on the Customize Template link of the notification. The template opens in a editable

format as shown below,

Reply a request
Compose mail subject and message here.
Subject

Re: [Request ID :##$Requestid#+] : $Title$CreatedDate

Message

B Z U g Ad KT

Dear $ContactMame
The request raised by yvou §Title is resolved.
Resolution: $Resolution

Regards,
Support Team.

Save Cancel

1]

€2 - «Plain Text

Choose Subject variables

--Choase Option -- ~
Reguest ID

Created Date

Choose content variables

--Choase Option -- ~
Reqguest ID

To

CC

Created Date

Due By Date

Response DueBY Time
Description k
Reason For Update
Status

Priority

Mode

Level

Category

Sub Category

Item

Group

Close Request Link |

2. Modify the notification Subject and Message by adding or deleting variables to either of the
block. To add variables to subject and message of the email template, just click the

corresponding variable in the list box on the right.
3. Once you have completed the modifications, Save the settings.

customized to suit your needs.

Note | For Contract Expiry Notification, you need to select Enable Notification check box
[/—i"’:'? while creating a new contract. The Contract Expiry Notification template can also be

Self-Service Login Notification

The purpose of 'Send Self-Service login details' option under Request -> Contact Notification, is to
send the SupportCenter Plus login details to the customer via e-mail. You can also customize the
message content from a wide range of variables including the additional fields configured for accounts

and contacts.

If multi tenancy is enabled through Business Units, then the Business Unit additional fields for
accounts and contacts are also listed amongst the other variables. Selecting a variable, lists it in the
message text field along with the field type. So when a new contact is added in SupportCenter Plus,
the message and the variable customized in the template is sent to the contact via email.
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1. If an additional field is selected in the message template but a value is not entered in
the add new contact/account form, then the additional field does not appear in the email
sent to the contact.

2. The additional fields does not appear if the contact is provided with the login details
from Unapproved Contacts list view.
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Business Rules

You can define rules to organize all your requests and perform actions ranging from routing requests
to groups, assigning requests to support reps and other parameters to a request. Business Rules can
be applied to a request when it is created, edited, or number of hours since last updated. Notification
can also be sent to the Support Reps, Account Managers and Contacts once the Business Rule is
executed.

To open the Business Rule configurations page,
1. Click on the Admin tab in the header pane to open the configuration wizard page.

2. Click on Business Rule icon @) under the Main Settings block. The resulting page
displays the list of available business rules. You can add, edit, or delete business rules.

Add New Business Rule

1. Click New Business Rule link available at the top right corner of the Business Rules list
page.

2. Enter Business Rule details such as, the Rule Name and a Description for the business rule.
The Rule Name is a mandatory field.

3. Choose one of the three execute options from the Execute the Rule drop down.

1. When a Request is created - Select this option to apply the rule when a request is
created. You also have option to apply the rules when a request is created at
anytime, within operational hours, or during non-operational hours by selecting
anyone of the option from the drop down.

2. When a Request is edited - Select this option to apply the rule when a request is
edited.

NOTE: The business rule will be applied only on changing the request properties.
3. Hours since last updated - Select this option to apply the rule after number of

working hours since the request is last updated. You have the option to specify the
number of hours after which the rule has to be executed.
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Rule Mame * Hardware

Drescription All requests related to hardware are dispatched and assigned to hardware group.

Execute the rule

When a Reguest is created |z| Anytime |E|

Match the below criteria Within Operational hours
During Non-Operational hours

4. Define rules and criteria that need to be satisfied by the incoming request. Set the criteria
from Select Criteria and the corresponding Condition from the drop down, and then the
¥
individual values that need to be matched by clicking the button. The values from the
database for those particular parent criteria that you choose from the drop down list opens.
Select the check box beside the values you want and click OK.

Say, all the requests from the Contact "Sharon" should be set with Priority as "High". Select
¥

the Criteria as "Contact Name" and the Condition as "is". Click button and select the
contact as "Sharon". Click OK.

5. If there is more than one criteria then you can select the option 'and' to match all of the
criteria or you can select 'or' option to match any of the criteria.

6. Click Add another criteria link to add more rules with criteria and conditions following the
above steps.

Match the below criteria

Contact Name E‘ = E‘ and E

Subject E‘ contains E‘ Hardware and E

Add ancther criteria

7. After defining the rules, you need to define the actions that need to be performed on the
request matching the criteria. Choose the action from the Choose Action drop down list. The
drop down to select the values for the chosen action appears.
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Perform these actions

Move to Category E Hardware
Set Priority as E High
Assign to Support Rep E Heather Graham E

Add another action

v Override Reqguest values with Business Rule values

v Stop processing subsequent Business rules

Save Cancel

8. Select the values from the drop down list. For example, if the action you had chosen was to
Assign to Support Rep, then select the support rep to which the request has to be assigned
from the drop down list.

9. Click Add another action link to add more actions by following the above steps.

10. You can also send Email and SMS notifications to Support Reps, Account Managers and
Contacts by selecting appropriate option from the Choose Action drop down. For example, if

¥
the action you had chosen was to Notify Support Rep by Email, then click the button to
display the list of support reps available. Select the support rep to whom the notification has
to be sent by selecting the check box beside the support rep. If you would like to add more
than one support rep, then select multiple check boxes. Click OK.
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Perform these actions

Hardware |E|

Mowve to Category

High (]

Set Priority as
Heather Graham Iz‘

As=ign to Support Rep

Motify Support Rep by Email Administrator

E] & [E [E]

“«

Customize email message &

Choose Action ---------- IE‘
Choose Action -—--——-—-

Set Priority as

Set Level as

Flace in Group

Ass=ign to Support Rep
Mowe to Category Rule values
Mowve to Sub Category ules

Mowe to Item
Change Account
Set Product as
Netify Support Rep by Email Save Cancel
Notify Support Rep by 5MS
Motify Account Manaager by Email
Motify Account Manager by SMS
MNatify Contact by Email

Notify Contact by SMS

11. To edit the Email Template, click Customize email message link to open the email template
form. Make the required changes in the Subject and Message text field. Click Apply.

12. By default, when a business rule is applied, the request values will be changed with the
values in the business rule only if the request value is empty. If the request value is not
empty, the business rule value will not be applied. To override the request values with the
values in the business rule enable Override Request values with Business Rule values
check box.

13. By default, the execution of the business rule will stop once a rule is applied on a request. To
continue execution of successive business rules even after a business rule is applied on a
request, deselect the Stop processing subsequent Business Rules check box.

14. Click Save.

Once the business rule is saved, it gets added to the Business Rule list page. In the Business rules
list page, the business rules are displayed under the following three blocks: When a Request is
created, When a Request is edited, and Hours since last updated. The order in which the rule is
applied on the request can be set by reordering the rules within the block. To know more refer,
'‘Organize Business Rules'.

From the Business Rule list page, you can edit, delete, and enable or disable the rule.
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Edit Business Rule
1. Click the Edit link beside the Business Rule Name you wish to edit.
2. Modify the details such as the criteria and actions from the form.

3. You can also delete a criteria completely by clicking on the delete icon ~ beside the
individual criteria.

4. Inthe actions to be performed, you can add or delete actions that need to be performed on

the request that matches the criteria defined.

5. Click Save to save the changes performed.

Delete Business Rule

1. Click the Delete link beside the Business Rule Name you wish to delete. A confirmation dialog

is opened.

2. Click OK to proceed with the deletion. If you do not want to delete the business rule, then
click Cancel.

Organize Business Rules

Organizing the business rules decide the order in which the rule is applied on the request. You can
organize the business rule to appear in a particular order in the list view,

1. Inthe Business Rule list page, hover the mouse over the rule which you want to reorder.

Business Rules @ New Business Rule

-| When a Request is created

1l & Warranty Dispatch Edit
Criteria : ("Warranty Problem") OR ("warranty")
Action : ("Warranty Group")

& Network Monitoring Tool
Criteria : ("Acme Corp") AND ("network-support”)

-| When a Request is edited

& Printer Issue

Criteria : ("Defective Item Issus")

Action : ("Jeniffer Doe")

-| Last Updated Since 1 Hours

& Integration Issues
Criteria : ("High") AND ("Tier 1)

Action : ("Howard Stern”)

Expand/Collapse

Delete

Action : ("Network") ("High") ("Network Team") ("Heather Graham")

Disable

Zoho Corporation Pvt. Ltd.

345




.ﬁ ManageEngine SupportCenter Plus - Admin Guide )

2. The reorder icon T appears beside the rule, click and drag the rule and place in the desired
position. The business rules will be applied to the requests based on the organized order.

3. To reorder more business rules, repeat steps 1 and 2.
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Service Level Agreements

Service Level Agreements (SLA) help evaluating the efficiency, effectiveness and responsiveness of
your support team. You can configure SLAs for each Support Plan and based on the services offered,
the response and resolution time can be set accordingly.

Your organization is providing service contract ( Gold Support Plan ) to Acme Inc, and
you have configured Service Level Agreement (say SLA 1) with Gold Support Plan
Scenario [ such that the requests should be responded within 4 hours and resolved within 8
hours. Now any requests raised for Acme Inc follows SLA 1 and the due by time is set
accordingly.

To access Service Level Agreement configuration page,

1. Click on the Admin tab in the header pane to open the configuration wizard page.
By
2. Click on Service Level Agreement icon I under the Main Settings block. The Service
Level Agreements list view page opens. From this page, you can Add, Edit, Delete and
Organize Service Level Agreements.

Add Service Level Agreement

Clicking on the Add New SLA link takes you to the SLA form. The SLA form consists of two blocks -
SLA Details and SLA Rules.

SLA Details
1. Enter a unique name to identify the SLA in SLA Name field.
2. You can also provide a brief Description for the SLA.
3. Select the Support Plan from the drop down for which the service level agreement should be
applied.

SLA Rules - SLA is applied to requests matching certain criteria
Say, you want all the requests with Priority as 'High' OR Category as 'Replacement Queries' to be
responded within 4 hours and resolved within 8 hours.

1. Select the Criteria from the drop down.

2. Click Choose hutton to choose the values from the database for that particular parent criteria.
Choose the values and click Ok.
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If you have selected the criteria as Priority then select the value 'High' from list of priority by
clicking Choose button. If you want to select multiple values press Shift or Ctrl key. The
selected values appear in the text field beside the choose button.

3. Click Add to Rules button to add the defined rule to the rule set. You can add another criteria
for 'Category' in the same manner as explained above.

4. Select Match ANY of the following (OR) radio button if you do not want all the criteria to be

checked before applying the SLA. By default, the radio button Match ALL of the following
(AND) is selected.

ManageEngine SupportCenter Plus - Admin Guide )

Support Plan * Gold =

SLA Rules
When a new request arrives :

(#) Match ALL of the following (AND) () Match ANY of the following (OR)

Criteria
Category W | is "Replacement Query” Choose Add to Rules
Rules Set
Rule
= = Priority is "High"

Any Request matching the above rules should be

responded within 00 |Days |4 [¥| Hours |0 || Minutes

Any Request matching the above rules should be

resolved within : 00 |Days |8 | Hours |0 %] Minutes

[#] Should be resclved irrespective of operational hours.

5. Setthe Response Time and Resolution Time in terms of Days, Hours and Minutes.

Response Time denotes the time within which the support rep should respond to the request.
Automated emails generated from the system will not be considered as a response.
Resolution Time or due by time denotes the time within which the resolution is provided to a
request and the status is set to Resolved.

6. You also have an option to resolve requests irrespective of the operational hours and holidays
by enabling Should be resolved irrespective of Operational Hours.

By selecting this option, you will be overriding the operational hours of your organization and
the due by time is calculated from the creation time without taking into consideration the
holidays and operational hours.

7. If the request is not responded within the specified Response Time, you can set escalation
levels for notification to higher level support reps. To escalate requests when the response
time elapses,

1. Click Enable Level 1 Escalation.

2. Choose the support rep to whom the ticket needs to be escalated by clicking Choose
button.

3. You can specify the actions to be carried out while performing the escalation from
Choose Action drop down.
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4. Setthe Date and Time, Before or After the escalation.

8. Similarly, if the request is not resolved within the specified Resolution Time, you can set up
to 4 levels of escalation to support reps.

If response time is elapsed then escalate:
[¥] Enable Level 1 Escalation

Escalate to "$Ticket Owner”
Set Priority as v "High"
= Choose Action ---- v

Escalate Escalate

If resolution time is elapsed then escalate:
Mote: E 3

[JEnable Level 1 Escalation

(;-)Before O;’-‘\fter 2 Days| Time : 2 |+ |Hours D v | Minutes

Choose
Choose

+

Choose

+

9. Save the details.

By default, the SLAs escalations are enabled. You can disable the SLA escalations by selecting
Disable Escalation button from the SLA list view page.
Edit Service Level Agreement

1. From the SLA list view page, click the Edit icon (# peside the SLA Name to be edited.
2. The Edit SLA form opens with the values populated while adding the SLA.

3. Modify the details and Save the changes.

Delete Service Level Agreement

1. Inthe SLA list view page, click the Delete icon [# beside the SLA Name you wish to delete. A

confirmation dialog is opened.

2. Click Ok to proceed with the deletion. The SLA is deleted from the SLA list.

Organize Service Level Agreements

You can decide the order in which the SLA should be applied on the incoming request by Organizing

Service Level Agreement. With this option you can also organize the SLA to appear in the list view by

following the steps below,

1. Inthe SLA list view page, click Organize SLA link. A pop-up window is opened with the list of

available SLAs in the order that is appearing in the list view.
2. Select an SLA, and click Move up or Move Down button beside the list.

3. Click Save.
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Helpdesk Settings

If you have logged into the application as the administrator then you need to configure the helpdesk
settings before the request module can be opened for real time functioning of tracking customer
support mails.

The following helpdesk settings need to be configured,

Helpdesk Customizer ﬁ
e Request Template %

FE
e Scheduled Requests @

ko

e Time Entry Type

=
e Time Entry Additional Fields %

e E-mail Command @

e Job Sheet Customizer ﬂ

[
«  Solution Additional Fields L=
| n
e Solution Settings

e Auto Invocation

e Menu Invocation
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Helpdesk Customizer

With Helpdesk Customizer you can customize the entire request form to suit your organizations
needs. From setting values to category, status, priority, level, to setting mandatory fields before
closing requests, Helpdesk Customizer provides it all.

e Category
e Status

e Level

e Mode

e  Priority

e Request - Additional Fields
e Contact Field Permissions

e Request Closing Rules
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Category

You can classify the requests into different categories, sub categories and Items. Say, requests for
installing a software can be classified under the category "Software Installation”, sub category as
"Adobe" and the Item as "Photoshop".

Depending on the need, you can create various such categories, sub-categories and item using this
option. These categories,sub-categories and items will be listed in the drop-down menu in the New
Request form.

1.

2.

Click on the Admin tab in the header pane to open the configuration wizard page.

H v
e

Click on HelpDesk Customizer icon #5 under HelpDesk Settings. This opens the
HelpDesk - Category page where you can categorize the request in to category, sub-category

and item.

Create New Category

1.
2.
3.
4.

Click New Category button.
Specify the Category Name. Say, Transportation Problem. This field is mandatory.
Specify relevant information about the newly created category in the Description field.

You can assign the category to a Support Rep so that all the issues related to this category
will be automatically assigned to the selected support rep. Select the support rep from Assign
to Support Rep drop down.

Click Save button to save the details. You can see the category getting listed in the category
list view below the form.

Create New Sub-Category

1.

o M~ w0

Click New Sub Category button. [Or]

Click Add sub-category icon & beside the category title in the list view.

Specify a name for the Sub Category. This field is mandatory.

Specify relevant information about the newly created sub category in the Description field.
Select the Category from the drop down. This field is also mandatory.

Click Save button. You can see the sub-category getting listed under the selected category.
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Create New Item

1.

o > w0 DN

Click New Item button. [Or]

Click Add new item icon & beside the sub-category title in the list view.

Specify the Item name. This field is mandatory.

Specify relevant information about the newly created item in the Description field.
Select the Sub Category for the item from the drop down. This field is also mandatory.

Click Save button.
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Editing and Deleting Category

You can edit and delete category, sub category and Items from the List View.

1. Click on the Admin tab in the header pane to open the configuration wizard page.

Pl
2. Click on HelpDesk Customizer icon -'iﬁv under HelpDesk Settings.

3. Click Category from the menu on the left hand side of the page. The Category List view page
opens where you can edit and delete category, sub category and items.

Edit Category

1. Click the Edit icon & beside the category name.

2. Modify the details and Save the changes.

Edit Sub-Category

1. Click the Title of the category in the category list page. This opens the sub-category details
page.
2. Click the Edit icon & . This opens the edit sub-category form.

3. Modify the details and Save the changes.

Edit Item
1. Click the Title of the sub-category to open the item details page.
2. Click the Title icon [# . This opens the edit item form.

3. Modify the details and Save the changes.

Delete Category
1. Select the categories to be deleted by enabling the check box.
2. Click the Delete button. A pop up confirming the delete operation appears.

3. Click OK to proceed. You can see the category deleted from the list.

Delete Sub-Category
1. Click on the category for which the sub category needs to be deleted.

2. Enable the check box beside the sub-category to delete.
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3. Click Delete button. A pop up confirming the delete operation appears.

4. Click OK to proceed. You can see the sub-category deleted from the list.

Delete Item

Click on the category of the Iltem to be deleted.
Click the Sub Category.

Enable the check box beside the items to delete.

Click Delete button. A pop up confirming the delete operation appears.

o A~ W nhRE

Click OK to proceed. You can see the item deleted from the list.
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Status

Requests fetched into SupportCenter Plus application will be in various stages of completion by the
support rep. For easy management and to know the status of the request, you can create various
request status under which the requests can be grouped. These status can either be In Progress or
Closed.

While creating a status, you can also choose to stop the request timer for the status that is being
created. Depending on the need of your organization, you can create various such status, which will
be listed in the status drop-down menu in the New Request form.

1. Click on the Admin tab in the header pane to open the configuration wizard page.

2. Click on HelpDesk Customizer icon -'iﬁ? under HelpDesk Settings.

3. Click Status from the left menu. The Status List page is displayed. You can add, edit, or
delete the request status.

Add Status

1. Click the Add New Status link.

2. Enter the name of the status in the Name field.

3. Select the Type to which the status belongs. The status type allows you to identify whether
the status that you are adding is still in progress and hence should be a part of the open
requests or should be moved to the closed requests.

4. If the added status requires the timer of the request to be stopped, then you need to set the
check box Stop timer.

5. If you wish, you can enter the status Description.

6. Click Save.

Edit Status

1. Click the Edit icon & beside the status name you wish to edit.

2. Inthe Edit Status form, you can modify the name of the status.

3. If the status belongs to the In Progress type, then you can choose to stop or start timer. If the
request status belongs to the completed type then you cannot edit the type of the request
status.

4. If you wish you can edit the Description of the status.

5. Click Save to save the changes. At any point, if you wish to cancel the operation that you are
performing, click Cancel.
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Delete Status

1. Click the Delete icon [#* beside the status name you wish to delete. A confirmation dialog
appears.

2. Click OK to proceed with the deletion. If you do not want to delete the status, then click
Cancel.

NOTE: If the status is greyed instead of getting deleted, then the status is being used by a module.
Greying indicates that the status value will not be available for further usage. To bring the status value
back to usage, click the edit icon [# beside the greyed out status and deselect Status not for further
usage check box.
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Level

Request level is a measure to indicate the complexity of a request so that the request can be
assigned to support reps experienced enough to handle the requests.

Say, if the request contains information and does not require any action to be taken, it can be
classified as Tier 1. If there is a minor level action, such as providing the contact some tips to resolve
the issue, it can be classified as Tier 2, and so on.

1. Click on the Admin tab in the header pane to open the configuration wizard page.

"
=
H |

2. Click the Helpdesk Customizer icon #7 under Helpdesk Settings.
3. Click Level from the left menu. The Level List page is displayed. You can add, edit, or delete
the request levels.

Add Level
1. Click Add New Level link.
2. Enter a unique name to identify the level in the Name field.
3. Ifrequired, you can enter the level Description.
4. Click Save. The new level gets added to the already existing list.

Edit Level
1. Click the Edit icon [# beside the level name you wish to edit.
2. Inthe Edit Level form, you can modify the name and description of the level.
3. Click Save. At any point, if you wish to cancel the operation that you are performing, click

Cancel.
Delete Level
1. Click the Delete icon[# beside the level name you wish to delete. A confirmation dialog
appears.
2. Click OK to proceed with the deletion. If you do not want to delete the level, then click
Cancel.
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Mode

Helpdesk Support Reps receive requests from a variety of sources; email, phone calls, forums, web
portal and so on. All these modes can be configured in SupportCenter Plus application.

1. Click on the Admin tab in the header pane to open the configuration wizard page.

2. Click on HelpDesk Customizer icon ﬁv under HelpDesk Settings.
3. Click Mode from the left menu. The Mode List page is displayed. You can add, edit, or delete
the request mode.

Add Mode
1. Click Add New Mode link.
2. Enter the Mode Name.
3. If you want, you can enter the mode Description also.
4. Click Save. The new mode is added to the existing list.

Edit Mode
1. Click the Edit icon [# beside the mode name you wish to edit.
2. Inthe Edit Mode form, you can modify the name and description of the mode.
3. Click Save. At any point, if you wish to cancel the operation that you are performing, click

Cancel.
Delete Mode
1. Click the Delete icon[# beside the mode name you wish to delete. A confirmation dialog
appears.
2. Click OK to proceed with the deletion. If you do not want to delete the mode, then click
Cancel.

Zoho Corporation Pvt. Ltd.

359



ManageEngine SupportCenter Plus - Admin Guide )

Priority

Priority of a request defines the intensity or importance of the request. To open the request priority
configuration page
1. Click the Admin tab in the header pane to open the configuration wizard page.

"
wal
H ]

2. Click the Helpdesk Customizer icon “¥5 under Helpdesk Settings.
3. Click Priority from the left menu. The list of available prioritises. You can add, edit, or delete
the request priorities.

Add Priority

To add a request priority:
1. Inthe Priority List page, click Add New Priority link at the top right corner.
2. Enter a unique name to identify the priority in Priority Name field. This is a mandatory field.
3. You can enter a short description about the priority in the Description field. This can help in
understanding the kind of priority associated with the name mentioned in the Name field.
4. |If required, select the Color code to identify the priority by invoking the color palette. The
selected color has to be unique for every priority specified.
5. Click Save. The new priority is added to the already existing list.
NOTE: The priority name along with its color code can be viewed in the request list view page
provided the priority check box is enabled in the column chooser.

Edit Priority
1. Click the Edit icon & beside the priority name you wish to edit.
2. Inthe Edit Priority form, modify the required fields.
3. Click Save. At any point, if you wish to cancel the operation that you are performing, click
Cancel.

Delete Priority
1. Click the Delete icon[# beside the priority name you wish to delete. A confirmation dialog
appears.
2. Click Ok to proceed with the deletion. If you do not want to delete the priority, then click
Cancel.

NOTE: If you try to delete the priority which is being used in the requests, a message will appear
stating that the priority cannot be deleted but moved to inactive state. Click OK if you want to proceed,
the priority is grayed instead of getting deleted and will not be available for further usage. To bring the
priority value back to usage, click the Mark as Active button displayed beside the inactive priority.
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Request - Additional Fields

While creating request, you may want to capture additional details about the request apart from the
preset fields in the New Request form. The Request - Additional Fields help you configure the
additional fields to display in the New Request form. You can configure different types of fields in the
form, namely, Text fields, Numeric fields and Data & Time fields.

To access the Request - Additional fields,

1. Log into SupportCenter Plus application using the user name and password of an admin
user.

2. Click on the Admin tab in the header pane to open the configuration wizard page.

3. Click on Helpdesk Customizer iconﬁ under HelpDesk Settings.

4. Click Request - Additional Fields link from the menu list on the left hand side of the page.
The Request - Additional Fields List page opens. You can add up to 40 text fields, 10 numeric
and 10 date & time fields in the New Request form.

Text Additional Fields

If the additional fields are for alphabets and alphanumeric characters, then use the Text Additional
Fields.

To add additional fields,

1. Inthe Request - Additional Fields List page, click Add New Field link at the top right
corner.

2. You have 3 types of text field namely, Single-line, Multi-line and Pick List (drop-down
menu).

3. Single-line: A Single-line text field is for text which can be accommodated in a single line.
e Multi-line: The Multi-line text field is for text which requires a lengthy description.

e Pick List (drop-down menu): The Pick List or drop-down menu allows you to add a
list of items from which you can select. To add the items, enter the value in the text
field. Click Add Item. The value is added to the list. To delete an item, select the item
and click the Delete button. The added values can be rearranged using the Up and
Down buttons. You can even sort the pick list values in ascending or descending
order by selecting an option from Sort Items drop down.

4. Specify the Field Name for the additional field.
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Specify any relevant information about the additional field in the Description text field.
You can also specify default values to be pre-filled in the add new request form.

Click Save to save the settings.

Numeric Additional Fields

If the additional fields are for only numeric characters, then use the Numeric Additional Fields.

1.

o M W N

In the Request - Additional Fields List page, click Add New Field link at the top right
corner.

Click on the Numeric image tab.
Specify the Field Name for the additional field.
Specify any relevant information about the additional fields in the Description text field.

Click Save to save the settings.

Date & Time Additional Fields

If the additional fields are for data and time, then use the Date & Time Additional Fields.

1.

P w D

5.

In the Request - Additional Fields List page, click Add New Field link at the top right
corner.

Click on the Date & Time image tab.

Specify the Field Name for the additional field.
Specify any relevant information about the additional fields in the Description text fields.
Click Save to save the settings.

NOTE: Once all the 60 fields are added, the Add New Field link will disappear.

These additional fields should be added to the request template, so that the additional fields will
appear in the Request form. The additional fields added or deleted can be identified using the
"Column Name" field in the Request - Additional fields List page. It indicates the type of field added
along with the field count. The text fields are represented as 'UDF_CHAR', the numeric fields are
represented as 'UDF_LONG' and the date fields are represented as 'UDF_DATE".

Edit Additional Field

To edit an additional field,

1.

2.

In the Request - Additional Fields List page, click the Edit icon @ beside the additional
field you want to edit.

In the Edit Request - Additional Fields form, modify the required fields.
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3. Click Save. At any point, if you wish to cancel the operation that you are performing, click
Cancel. The modified field will be updated in the New Request form.

Delete Additional Field

To delete an additional field,
1. Inthe Request - Additional Fields List page, click the Delete icon [# beside the additional
field you want to delete. A confirmation dialog appears.

2. Click Ok to proceed with the deletion. The field is removed from the Request - Additional
fields List page and would not appear in the New Request form.
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Contact Field Permissions

With Contact Field Permission, you can customize the request form for the contact login. You can
select specific fields that can be set and viewed by the contact while raising a new request. The fields
in Contact Field Permission includes the request field parameters and the additional fields configured
in the application. To select the fields, enable the check box beside them.

NOTE
7 Please note that the selected fields appear in the Contact View of the Request
Template. It is recommended to first select the field permission and then customize
the request template.
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Request Closing Rules

With Request Closing Rules, you can set the mandatory fields to be filled in by the support rep while
closing a request. In addition, you also have options for users to close/re-open the resolved request
from the application or from the link provided via email, and to automate the request closing process.

Say, you have selected Resolution as the mandatory field. So on resolving the request, support reps
should enter the reason and solution for the request in the resolution field, else an error pops up
stating to enter the details in the resolution field.

To access the Request Closing Rules configuration page,

1. Click on the Admin tab in the header pane to open the configuration wizard page.

2. Click on Helpdesk Customizer icon ﬁ) under Helpdesk Settings.

3. Click on Request Closing Rules link from the menu on the left hand side of the page.

Setting Mandatory fields and Auto-Close Request Settings
1. Enable the check box beside the mandatory fields for closing the request.

2. Enabling Allow contacts to Close/Re-open the Resolved requests check box, allows the
contact to close/re-open the request either from the link provided via email or from contact
login, when the support rep moves the state of the request to Resolved.

3. You can also Automate the request closing process. Enable If the contact takes no action
within the specified number of days check box and select the number of days after which
the resolved request should get closed automatically.

1. Anemail is sent to the contact once the request is in the resolved state.

2. The contact can close the request using the link provided via email. He can also re-
open the request by replying to the mail or clicking the Re-open Request button. A
more simpler method to close or re-open the request is by logging into the
application.

3. If the contact takes neither of the actions, then the request gets closed after the
specified number of days from the combo box.

4. Save the details.

1. Please note that the check box "If the contact takes no action within the specified
Note | number of days can be selected only on enabling "Allow contacts to Close/Re-open
/—""’? the Resolved requests" check box.

[b\ 2. Whenever the auto close setting is enabled, the requests resolved thereafter will
alone be auto closed. The requests which are resolved before enabling this setting will

not be auto closed.
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Request Templates

Request Template Fields

Select from available fields

For Support Reps — All available fields will be shown
For Contacts — The fields selected from Admin — Helpdesk Customizer — Contact Field Permissions will be shown
in the Request Template left panel

A
Set Field Visibility _ Available fields

The fields selected in the 'Field Visibility'
tab will appear in View page of specific T
Request Template Field Visibility

View Request page

Form Design

-\-"-\..
— = New Request Form
gl — |

Form Design

The fields selected in the *Form Design’ tab will appear
in New Request Form of the specific Request Template

Request Templates are created for the most frequently raised requests so that the request can be
accessed and raised instantly. The template is configurable to suit individual request which may
require different fields in the form layout. The fields in the template can be pre-filled with values.

Before you begin with the Request Template customization, you need to configure the request
additional fields, if you require any additional fields to appear in the request template. The additional

fields can be configured in Request - Additional Fields and the fields configured will be available
under Field Visibility for customizing the request form.

To access the request template,

1. Click on the Admin tab in the header pane to open the configuration wizard page.

2. Click on Request Template icon% in the Helpdesk Settings block. The Request
Template list view page opens. From this page you can add, edit, delete and s