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USER REPLY
Good day Brian,

Today at 11.34am £#

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack
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& Harry Krimbo 03/11/2016 at 09.58am £*
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I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a
resolution.

& Harry Krimbo 03/11/2016 at 09.58am  {¥
AGENT REPLY

Hi Zack,




Sections

There are 5 main areas to tabs views. Firstly is the tab row itself where agents can open, close and manage tabs that they are using. There is also an
‘app’ column on the right hand side that has a primary tab for deskpro info and optional extra tabs for other apps. Each tab also has a header section
which will most often contain breadcrumbs with associated items and a dropdown with a range of actions. After that is an overview tabbed section for
headings and top level info, but also this space is usuable for custom aps in their own tab. Beneath that is space for further content, in the case of

tickets this is reply options and messages but for a knowledge base article that might simple be the editor for the article with save control/options.
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We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn’'t hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

& Harry Krimbo 03/11/2016 at 09.58am
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Breadcrumb dropdowns

When the organisation or user are clicked this reveals an overlay window that contains the items page view. In this document the example shows when the
user/owner is clicked. When clicked the tabs get a background color of $deskpro-morning-sky and text colours of $deskpro-sonic-primary. The 62 degree
vertical lines extend to the full head of the header and turn blue also. The window itself shows the user page that would normally appear in a tab but without
it's header and in a more compact form (60px margin to the right and 20px to the bottom). There is a $deskpro-sonic-primary border to the container with

2px border radius and it can be closed by either a.) clicking anywhere outside the container or b.) clicking on the x in the top right.

Q. Search ...

™M Tickets

AWAITING AGENT

My tickets
Tickets | follow
Unassigned tickets

All tickets =

FILTERS

SAVED SEARCHES
PROBLEMS & INCIDENTS (2)
LABELS

MY STARS (3)

"0 @

Department & Urgency ~

2 Agents, 2 Departments ~

RE: Need some help?
James Colbert

€ Zack Prudent

SSO working well wit...

Deskpro
Organisation

Q

[

@ -

63331 - Inventory component %

+©0

& Harry Krimbo

03/11/2016 at 09.58am

SALES @® Optical @ Zack Prudent 5 ID 83995 STATUS & TIMES -
zack.prudent@techcom... . -
83995 - SSO Information * L 4 9 @ Awaiting Agent M 10 e
Kenneth James <kenneth@windfa...> Windfarms L... 12 hr 30 min =
OVERVIEW CONTACT INFORMATION E0
=xm NN
74562 - Portal disabled landing message * @ O i EMAIL
€ Toby Falkirk <t.falkirk@ramb...> | Failed | Q #83995  Zack Prudent zack.prudent@techcompany.com
Phone i
63331 - Inventory component % £ 0 Lelozls: * +44 20 356 789 40
@, Mark Jarvis <mjarvis@econorob.nl> Website
www.techcompany.com
74562 - Allow anyone to email support Q Tickets Address
Kenneth James <kenneth@windfarms.com> 2 hr 16 min Tech Company Ltd
ID SUBJECT STATUS & URGENCY 14 Cloud Street
) London
63331 - AW: Need some help? 4700 #83995  New agent questions (3] SE1 ONG
Toby Falkirk <t.falkirk@rambling.com> 12 hr 43 min 474562 Translations @ England
. . IM
83995 - SSO working well with Safari and IEb...  (#) @ #6331 ASP Licensing @ _
@' Mark Jarvis <mjarvis@econorob.nl> :] #83995  Ver5 Upgrade @ Facebook
3 #74562  Your Plan (2] ]
74562 - Enjoying your helpdesk? % " @ . Twitter
. _ #63331  New feature idea
Kenneth James <kenneth@windfarms.com> 43 min - )
#83995  Issue creating multiple tickets ) Linkedin
74562 - Product enquiry " @ #7452 FW: DeskPRO error &) '
Vijay Singh <singh.v@leafywifi.com> 3 days
Notes + PROPERTIES
SUPPORT § ORI
63331 - Inventory component + 00 & Harry Krimbo 03/11/2016 at 09.58am |
@ Mark Jarvis <mjarvis@econorob.nl> 12 hr 43 min Zack recently had some trouble setting up one of his email address. He was quite frustrated :
" and | suggested that he call us next time if he is having problems. :
Department: Support = Language: Italiano  Last reply: 9 weeks ago 1
74562 - Enjoying your helpdesk? % 5 @ ® Chris Padfield 03/11/2016 at 09.58am
Kenneth James <kenneth@windfarms.com> 4 weeks | think Tech Company are planning to add several more agents in the new year, it's probably
Department: Sales  Language: English (US) ~ Last reply: 5 months ago worth reaching out to Zack closer to the time.



@ Optical

zack.prudent@techcom...

P Zack Prudent / ID 83995

CC's

© Wendy Pride
w.pride@techcompany.com

@ Bob Cooper
bob.cooper@techcompany.com

@ Julien Ducro
j.ducro@techcompany.com

@© Wendy Lightbody
wendy.l@techcompany.com

@ Bobby Steiner
bobby.steiner@techcompany...

zack.prudent@techcom...

/ ID 83995

CC's

© Wendy Pride
w.pride@techcompany.com

@ Bob Cooper
bob.cooper@techcompany.com

@ )Julien Ducro
j.ducro@techcompany.com

© wendy Lightbody
wendy.l@techcompany.com

© Bobby Steiner
bobby.steiner@techcompany...

@ Optical /

Make primary
Merge with pr

Delete

imary

Q Zack Prudent
zack.prudent@techcom...

.

Add new person

© Wendy Pride <w.pride@tech...
@ Bob Cooper <bob.cooper@t...
@ Julien Ducro <j.ducro@techc...
© Wendy Lightbody <wendy.l...
© Bobby Steiner <bobby:.stein...
© Wendy Pride <w.pride@tech...
@ Bob Cooper <bob.cooper@t...

@ Julien Ducro <j.ducro@techc...

/ REF: WIUI-4401-NGRO

Email address




1
ZCCs
1

_" Wendy Pride

~ @ Bob Cooper
bob.cooper@techcompany.com

@ )ulien Ducro
j.ducro@techcompany.com

©, Wendy Lightbody
—wendy.l@techcompany.com

X
Bobby Steiner
_ _ bobby.steiner@techcompany...

'

-oCC's

© Wwendy Pride
w.pride@techcompany.com

- <@ eBob Cooper
bob.cooper@techcompany.com

@ Julien Ducro
j.ducro@techcompany.com

© Wendy Lightbody .
wendy.|@techcompany.com Make primary

© Bobby Steiner Merge with primary

- - - ebobby.steiner@techcompany... Delete
1

'

“© Wendy Pride <w.pride@tech...
“@ Bob Cooper <bob.cooper@t...
@ Julien Ducro <j.ducro@techc...
© Wendy Lightbody <wendy.l...
© Bobby Steiner <bobby.stein...
© Wendy Pride <w.pride@tech...
@ Bob Cooper <bob.cooper@t...

€ Julien Ducro <j.ducro@techc...

.

Add new persone

© Wendy Pride <w.pride@tech..e -
@ Bob Cooper <bob.cooper@t...
@ Julien Ducro <j.ducro@techc...
© Wendy Lightbody <wendy.l...
© Bobby Steiner <bobby:.stein...
© Wendy Pride <w.pride@tech...
@ Bob Coopem -<bob.cooper@t.- -

@ Julien Ducro <j.ducro@techc...

1
':Erﬁéil'a'ddress

English (UK)



E @ B

[ 3
]

b’
K

&~
%
E
X

© 3| =k P

Actions

Lock (permission required)

Put ticket on hold

Delete (permission required)

Split message to new ticket
Merge
Create linked ticket

Link existing ticket

Create new pending article

Create new snippet

Print

Download PDF
Download Debug File

Spam

Ban

%
,.:
-
-
B
X

Actions

. Lock (permission required)

) Put ticket on hold

| Delete (permission required)

M le D

Split message to new ticket
Merge
Create linked ticket

Link existing ticket

Create new pending article

Create new snippet

Print

Download PDF
Download Debug File

[ 3

b’
K

&
%
o
X

QO 3| =k P

Actions

Lock (permission required)e -

Put ticket on hold

Delete (permission required)

Split message to new ticket
Merge

Create linked ticket k
Link existing ticket

Create new pending articlee -

Create new snippet

Print

Download PDF
Download Debug File

Spam

Ban




] RE: Need some help? ~
James Colbert

] SSO working well wit... ~
& Zack Prudent

@ Deskpro
Organisation

STATUS & TIMES -

@ Optical / Q Zack Prudent

zack.prudent@techcom...

OVERVIEW TASKS BILLING LICENSE

v SSO working well with Safari and IE but issue with Chrome browser

REPLY | ADD NOTE | FORWARD | MACROS -

oK SNIPPETS B KB ARTICLE

MESSAGES & NOTES FULL LOG

& Zack Prudent ™ zack.prudent@techcompany.com Today at 11.34am £#

USER REPLY

Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn’t hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but

| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

& Harry Krimbo 03/11/2016 at 09.58am £¥
AGENT NOTE

I've asked one of the tech guys to take a look but don't want to reply until we know the timeframe for a
resolution.

€ Harry Krimbo
AGENT REPLY
Hi Zack,

03/11/2016 at 09.58am £F

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

Time until resolution
LETelie Time awaiting reply

AGENTS & TEAM A
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add me

© Wendy Pride © @ Zack Cooper = -

TICKET PROPERTIES

DEPARTMENT

A Support
PRODUCT
DeskPRO Cloud
LANGUAGE

£ English (UK)

PROBLEM
Elasticsearch




Sidebar basic styles

There are some similarities between the colours and
headings of the sidebar and those of the first
column specified in a previous document. There are
however some additional elements and various data
input and select options that are used (whereas the
first column is just navigation and filtering). All items
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using the semantic Ul framework.
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adipiscing elit, sed diam nonummy
nibh euismod.

Input 1

p')—('lnput 1

Button

5 APPS
-- ¢ Trelloe

Lorem ipsum dolor si, consectetuer

adipiscing elit, sed diam nonummy
nibh euismod.

@ Random App

Lorem ipsum dolor si, consectetuer e -

adipiscing elit, sed diam nonummy
nibh euismod.

Input 1

Input 1

Button




STATUS & TIMES -

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

Time until resolution
Qe Time awaiting reply

AGENTS & TEAM -
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride ~ @ Zack Cooper = | -

TICKET PROPERTIES
DEPARTMENT

A Support

PRODUCT
DeskPRO Cloud
LANGUAGE

£ English (UK)

PROBLEM
Elasticsearch

STATUS & TIMES -

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

Total user wait 2 weeks
Wait until first reply 1 hr 5 min
First assignment 2 weeks ago
First agent reply 2 weeks ago
Last agent reply 4 days ago
Last user reply 6 hr 37 min

SLAS (5)

Time until resolution
QS Time awaiting reply

AGENTS & TEAM :
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add Add me

© Wendy Pride © @ Zack Cooper = -

TICKET PROPERTIES
DEPARTMENT

A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
gk English (UK)

PROBLEM
Elasticsearch

STATUS & TIMES

Awaiting Agent v
|—> waiting on bug resolution ~

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

Time until resolution
el Time awaiting reply

AGENTS & TEAM -
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride - @ Zack Cooper « -

TICKET PROPERTIES

DEPARTMENT
A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
g English (UK)

PROBLEM
Elasticsearch




STATUS & TIMES

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

Time until resolution
(el Time awaiting reply

AGENTS & TEAM
AGENT Assign to me = Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride - @ Zack Cooper « | -

TICKET PROPERTIES
DEPARTMENT
A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
gk English (UK)

PROBLEM
Elasticsearch

STATUS & TIMES

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

ACTIVE SLAs

Time until resolution
JUSLelE Time awaiting reply

COMPLETED SLAS

Time until first respon...
Resolution

Time awaiting reply
Time awaiting reply

APPLY AN SLA

AGENTS & TEAM
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride -+ @ Zack Cooper = -

TICKET PROPERTIES

DEPARTMENT
A Support

PRODUCT
DeskPRO Cloud

LANGUAGE

2k English (UK)
PROBLEM
Elasticsearch




STATUS & TIMES

Awaiting Agent v 10 ~

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

AGENTS & TEAM
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride © @ Zack Cooper = -

TICKET PROPERTIES
DEPARTMENT

A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
gk English (UK)

PROBLEM
Elasticsearch

STATUS & TIMES

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5) v

AGENTS & TEAM
AGENT Assign to me = Unassign

© Wendy Pride <w.pride@tech...
@ Bob Cooper <bob.cooper@t...
@ Julien Ducro <j.ducro@techc...
© Wendy Lightbody <wendy.l...
© Bobby Steiner <bobby.stein...
© Wendy Pride <w.pride@tech...
@ Bob Cooper <bob.cooper@t...

@ Julien Ducro <j.ducro@techc...

PRODUCT
DeskPRO Cloud

LANGUAGE

2 English (UK)
PROBLEM
Elasticsearch

“© Wendy Pride <w.pride@tech...
“@ Bob Cooper <bob.cooper@t...
@ Julien Ducro <j.ducro@techc...
© Wendy Lightbody <wendy.l...
© Bobby Steiner <bobby.stein...
© Wendy Pride <w.pride@tech...
@ Bob Cooper <bob.cooper@t...

€@ Julien Ducro <j.ducro@techc...

© Wendy Pride <w.pride@tech..e -

@ Bob Cooper <bob.cooper@t...
@ Julien Ducro <j.ducro@techc...
© Wendy Lightbody <wendy.l...
© Bobby Steiner <bobby.stein...
© Wendy Pride <w.pride@tech...

@ Bob Coopem -<beb.cooper@t.- -

@ Julien Ducro <j.ducro@techc...




STATUS & TIMES

Awaiting Agent v 10 ~

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

AGENTS & TEAM
AGENT Assign to me = Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride ~ @ Zack Cooper = -

TICKET PROPERTIES

DEPARTMENT
A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
2k English (UK)
PROBLEM

Elasticsearch

4 MORE FIELDS

STATUS & TIMES -

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

AGENTS & TEAM
AGENT Assign to me ' Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7 Add = Add me

7)
© Wendy Pride - @ Zack Cooper = -

TICKET PROPERTIES

DEPARTMENT
A Support

PRODUCT
DeskPRO Cloud

LANGUAGE

2 English (UK)
PROBLEM
Elasticsearch

C

Add new

Elasticsearch email indexing v
Inability to use iOS app
Additional example item

Additional example item

STATUS & TIMES

Awaiting Agent v

Created 2 weeks ago
Current user wait 12 hr 43 min

SLAS (5)

AGENTS & TEAM
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM

2nd Level Support

FOLLOWERS (7) Add = Add me

© Wendy Pride ~ @ Zack Cooper = -

TICKET PROPERTIES

DEPARTMENT

A Support
Required field

PRODUCT
DeskPRO Cloud

Required field
LANGUAGE
2k English (UK)

EXAMPLE FIELD

Input text

Required field

Save

4 MORE FIELDS




Overview section and lead tabs for main content area

In the central content area of the viewframe for an item the content can be be divided into different tabbed sections. There is a primary

tabbed section at the top of each type of tab (tickets, knowledgebase, user etc) that will have ‘OVERVIEW' as the lead tab. This is for things
like the ticket subject and labels, but could have other top level items like user profile picture of a profile tab. After this there are different
tabs depending on the use case but in the context of tickets it is tasks, billing and licence (deskpro specific). As well as developing apps for
the side bars clients can also make apps that appear as tabs in this priamry tabbed section at the top .

Q. Search ...

™M Tickets

AWAITING AGENT

My tickets
Tickets | follow
Unassigned tickets

All tickets =

FILTERS
SAVED SEARCHES
PROBLEMS & INCIDENTS (2)

LABELS

(L
™M
m
22
.
A

G

m
&

MY STARS (3)

"0 @

Department & Urgency ~ = 2 Agents, 2 Departments ~

4

SALES

83995 ~ SSO Information *

100

Kenneth James <kenneth@windfa...> Windfarms L... 12 hr 30 min

RE: Need some help? SSO working well wit... Deskpro
James Colbert & Zack Prudent Organisation

= @-

@® Optical & zack Prudent - ID 83995

zack.prudent@techcom...

OVERVIEW

¢ SSO working well with Safari and IE but issue with Chrome browser

Labels: Custom work x = Report back on bug fix x +

REPLY | ADD NOTE | FORWARD | MACROS -

MESSAGES & NOTES

74562 - Portal disabled landing message K - XO)
€ Toby Falkirk <t.falkirk@ramb...> [ Failed |
63331 - Inventory component * 2 4 @ O
@ MarkJarvis <mjarvis@econorob.nl>
74562 - Allow anyone to email support (—)
Kenneth James <kenneth@windfarms.com> 2 hr 16 min
63331 - AW: Need some help? 2700
Toby Falkirk <t.falkirk@rambling.com> 12 hr 43 min
[] 83995 - SSO working well with Safari and IE b... & @
@ Mark Jarvis <mjarvis@econorob.nl> [ 10.5 hours |
74562 - Enjoying your helpdesk? % k " @
Kenneth James <kenneth@windfarms.com> 43 min
74562 - Product enquiry (2K )
Vijay Singh <singh.v@leafywifi.com> 3 days
SUPPORT
63331 - Inventory component * s 4 @ 9
@ WMark Jarvis <mjarvis@econorob.nl> 12 hr 43 min

Department: Support = Language: Italiano  Last reply: 9 weeks ago

74562 - Enjoying your helpdesk?

Kenneth James <kenneth@windfarms.com>

" @

4 weeks

Department: Sales = Language: English (US)  Last reply: 5 months ago

63331 - Inventory component *

00

& Zack Prudent zack.prudent@techcompany.com Today at 11.34am
USER REPLY

Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn’t hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday I realized that | wasn't able to log into the Admin/Agent portals but

| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

& Harry Krimbo 03/11/2016 at 09.58am

STATUS & TIMES =

Awaiting Agent v 10 ~

Created 2 weeks ago
Current user wait 12 hr 43 min
SLAS (5) v

Time until resolution
CLEETE) Time awaiting reply

AGENTS & TEAM a
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

2nd Level Support

FOLLOWERS (7) Add Add me
© Wendy Pride @ Zack Cooper

TICKET PROPERTIES -
DEPARTMENT

A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
2 English (UK)

PROBLEM
Elasticsearch



OVERVIEW  TAB2 TAB3  TAB4 TTTOVERVEW  TAB2  TAB3  TAB4

__. _7{ Ticket subject line

b i |

OVERVIEW TAB 2 TAB 3 TAB 4

¢ Ticket subject line

1 1
OVERVIEW TAB2 TAB3 T1/%4

- --- & Ticket subject line

i
1

OVERVIEW TAB 2 TAB 3 TAB 4

¢ Ticket subject line




OVERVIEW TASKS BILLING LICENSE

Task description

Due date Visibility Agent

DD/ MM/ YYYY Me

OVERVIEW TASKS BILLING LICENSE

Task description

I

Due date Visibility Agent

DD/ MM/ YYYY Me

DESCRIPTION DUE DATE VISIBILITY ~ AGENT
| Task example one 01/01/2017  Public Me -

| Task example two with sli... 29/12/2016  Public © Wendy Pride
| Example three 09/01/2017  Public Me

| Example with comment 09/01/2017  Public Me

Chris Padfield:
Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoree...

[] Example hover state 09/01/2017 Public Me
| Another example 09/01/2017  Public Me k

Task description Due date Visibility Agent

o -
Example edit or comment... 23/04/ 2017

Add comment

SAVE CHANGES




OVERVIEW TASKS BILLING LICENSE OVERViEW TASKS BILLING LICENSE

Task (?escription

]

Due date Visibility Agent

---BD/MM/YYYY Me

DESCRIPTION DUE DATE VISIBILITY ~ AGENT - - - DESCRIPTION
| Task example one 01/01/2017  Public Me

DUE DATE VISIBILITY ~ AGENT °

| Task example one 01/01/2017  Public Me

| Task example two with sli... 29/12/2016  Public © Wendy Pride | Task example two with sli... 29/12/2016  Public ©® Wendy Pride

| Example three 09/01/2017  Public Me | Example three 09/01/2017  Public Me

+ + Example with comment 09/01/2017i iPuinc Me

—Chris Padfield: 22pX
8px 8Q2§rem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoree...

| Example with comment 09/01/2017  Public Me
Chris Padfield:
Lorem ipsum dolor sit amet, consectetuer adipiscing elit, sed diam nonummy nibh euismod tincidunt ut laoree...

[ ] Example hover state 09/01/2017  Public Me [] Example hover state 09/01/2017  Public Me Y I

| Another example 09/01/2017  Public Me

| Another example 09/01/2017  Public Me k

~ "Task description Due date Visibility Task description Due date Visibility Agent

Example edit or comment... 23/04/ 2017

Add comment

] ]
| GRS | _EGHIES

- =~ ~Add comment

SAVE CHANGES SAVE CHANGES




OVERVIEW TASKS BILLING LICENSE

~ "New charge

) Amount  0.00

~ “"Comment

AGENT  CHARGE TIME COMMENT CUSTOM FIELD

) A

. $10.00(USD) Lorem ipsum dolor sit amet. Example 1 09/10/2016

L} Example 2 03/10/2016
OVERVIEW TASKS BILLING LICENSE

& $15.00(USD) Example 3 21] & W

$15.00(USD) Lorem ipsum dolor sit amet, consectetuer Example 4 19/09/201 ek
New charge adipiscing elit, sed diam nonummy nibh...

_ Amount  0.00 OR- (® Time S - $10.00(USD) Example 5 04/09/2016

Comment Total $50.00(USD)

Add charge

AGENT  CHARGE TIME COMMENT CUSTOM FIELD DATE

. $10.00(USD) Lorem ipsum dolor sit amet. Example 1 09/10/2016

3 Example 2 03/10/2016 OVERVIEW TASKS BILLING LICENSE

& $15.00(USD) Example 3 21 ¢ W
- -New charge

. $15.00(USD) Lorem ipsum dolor sit amet, consectetuer Example 4 19/ob/201 (k
1

adipiscing elit, sed diam nonummy nibh... ! “)Amount 0.00 USD -OR- @ Time----H=M=S--

1
© $10.00(USD) Example 5 04/09/2016

Comment
Total $50.00(USD) 1Th35m

Add charge

AGENT CHARGE TIME COMMENT CUSTOM FIELD DA
© $10.00(USD) Lorem ipsum dolor sit amet. Example 1 09/10/2016
) Example 2 03/10/2016
& $15.00(USD) Example 3 21] & W

$15.00(USD) Lorem ipsum dolor sit amet, consectetuer Example 4 19/09/201 (k
adipiscing elit, sed diam nonummy nibh...

© $10.00(USD) Example 5 04/09/2016

Total $50.00(USD) 1Th35m




Knowledgebase example

The example below shows the some of the previously described components within the context of a knowledgebase article (breadcrumbs,
sidebar, overview tab section). The design isn't finalised, it's just to illustrated the components be adapted for different use cases.

Gl
™M
P
22
.
A

G

m
&

Q. Search ...

™M Tickets

AWAITING AGENT

My tickets
Tickets | follow
Unassigned tickets

All tickets =

FILTERS

SAVED SEARCHES
PROBLEMS & INCIDENTS (2)
LABELS

MY STARS (3)

"0 @

Department & Urgency ~

2 Agents, 2 Departments ~

RE: Need some help?
James Colbert

What is an agent
Knowledgebase article

Deskpro
Organisation

Department: Support = Language: Italiano

74562 - Enjoying your helpdesk? %
Kenneth James <kenneth@windfarms.com>

Department: Sales  Language: English (US)

63331

[ = D N P P P SN ST S R A T

Inventory component %

SALES
83995 - SSO Information % ok - X0
Kenneth James <kenneth@windfa...> Windfarms L... 12 hr 30 min
74562 - Portal disabled landing message w @ O
€ Toby Falkirk <t.falkirk@ramb...> [ Failed |
63331 - Inventory component * <00
@ WMark Jarvis <mjarvis@econorob.nl>
74562 - Allow anyone to email support (—)
Kenneth James <kenneth@windfarms.com> 2 hr 16 min
63331 - AW: Need some help? A" 0
Toby Falkirk <t.falkirk@rambling.com> 12 hr 43 min
[] 83995 - SSO working well with Safari and IE b... @ &)
@ Mark Jarvis <mjarvis@econorob.nl> 10.5 hours |
74562 - Enjoying your helpdesk? % R " @
Kenneth James <kenneth@windfarms.com> 43 min
74562 - Product enquiry (2K ")
Vijay Singh <singh.v@leafywifi.com> 3 days
SUPPORT
63331 - Inventory component % 2 4 @ 9
@-y Mark Jarvis <mjarvis@econorob.nl> 12 hr 43 min

Last reply: 9 weeks ago

" @

4 weeks

Last reply: 5 months ago

7100

19 i AD rmAainm

@. DeskPRO

Q

= @ -~

Getting started ID 83995 Actions ~

Getting Started > FAQS

i

OVERVIEW

= English(US) | &8 | == [0 [ 9 | 11

77 What is an agent?

Labels: | Basics x | Help x +

Revisions (6)

-

N

An agent is a member of your organization who uses your helpdesk, and has an account
that lets them access the agent interface to view user tickets, edit help content, etc.

Agents aren't necessarily full-time support staff. Your managers, administrators and
business analysts may need agent accounts.

You can control which of your agents are allowed to view the admin and reports interfac-
es. There are also extensive permission controls for the agent interface so you can con-
trol exactly what agents are allowed to do.

DeskPRO licensing is based on the number of agent accounts within the system. Agents
cannot share logins. There's no limit to the number of users you can help.

STATUS & CREATED

Published

Created
Published
Set an unpublish date

URL

SLUG
what-is-an-agent

Copy permalink

RATING

4 years ago
4 years ago

View

-14% of users found this helpful

6 users found this helpful
8 users found this unhelpful

SEARCH

Agents x

RELATED CONTENT



Search ... G’ 9 ‘I [23 M Q (= "
ickets [ ORDER BY FACETING BY & 0 [ RE: Need some help? ] SSO working well wit... @) Deskpro -
Department & Urgency ¥ 2 Agents, 2 Departments ~ James Colbert € Zack Prudent Organisation
TING AGENT - . F
SALES '@ Optical Q Zack Prudent ID 83995 STATUS & TIMES
kets 1 . zack.prudent@techcom... . HHH
| 83995 - SSO Information % LK - X0) Awaiting Agent 10 ~
s | follow 0 . . .
@) Kenneth James <kenneth@windfa...> Windfarms L... 12 hr 30 min . 2 weeks ago
igned tickets 0 OVERVIEW  TASKS  BILLING  LICENSE Current user wait 12 hr 43 min
kets S | 74562 - Portal disabled landing message * @ O
- . @ Toby Falkirk <t.falkirk@ramb...> 77 SSO working well with Safari and IE but issue with Chrome browser SLAS (5) .
Labels: Custom work x  Report back on bug fix x + . . .
) SEARCHES | 63331 - Inventory component % < @0 | QBB g (V3] Time until resolution
& MarkJarvis <mjarvis@econorob.nl> Time awaiting reply
e 1 2 REPLY | ADD NOTE | FORWARD | MACROS -
| 74562 - Allow anyone to email support (o X—) | | |
. , AGENTS & TEAM -
LS v 8 Kenneth James <kenneth@windfarms.com> 2 hr 16 min 3¢ SNIPPETS B KB ARTICLE 0 T B 7 - = = Q CENT -
ARS (3) ¥ || 63331 - AW: Need some help? a7 0 | @ Chris Pattison
e Toby Falkirk <t.falkirk@rambling.com> 12 hr 43 min TEAM Unassign
2nd Level Support
[] 83995 - SSO working well with Safariand IEb... (&) @ @ MESSAGES & NOTES ~ FULL LOG
@ Mark Jarvis <mjarvis@econorob.nl> F:LLOWERS ) ® Add Addme
Wendy Pride ~ Zack Cooper =
k & Zack Prudent & zack.prudent@techcompany.com Today at 11.34am £#
| 74562 - Enjoying your helpdesk? % 0K X-) USER REPLY
e Kenneth James <kenneth@windfarms.com> 43 min Good day Brian TICKET PROPERTIES -
) \ : . . : : , : . DEPARTMENT
| 74562 - Product enquiry @ ‘ e We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
o _ - with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is, Y 4 Support
© vijay Singh <singh.v@leafywifi.com> 3 days we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but PRODUCT
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log DeskPRO Cloud
SUPPORT in if the SSO URLs were the same.
LANGUAGE

| 63331 - Inventory component %

@ Mark Jarvis <mjarvis@econorob.nl>

1700

12 hr 43 min

Department: Support = Language: Italiano  Last reply: 9 weeks ago

| 74562 - Enjoying your helpdesk?

e Kenneth James <kenneth@windfarms.com>

Pee

4 weeks

Department: Sales = Language: English (US)  Last reply: 5 months ago

| 63331 - Inventory component %

‘ Mark Jarvis <mjarvis@econorob.nl>

[Custom work l [ Report back on bug fix ] .

100

12 hr 43 min

Department: Support = Language: Italiano  Last reply: 9 weeks ago

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

& Harry Krimbo 03/11/2016 at 09.58am ¥
AGENT NOTE

I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a
resolution.

& Harry Krimbo 03/11/2016 at 09.58am  {¥

AGENT REPLY
Hi Zack,

2k English (UK)

PROBLEM
Elasticsearch




REPLY | ADD NOTE | FORWARD | MACROS -~

K SNIPPETS B KB ARTICLE

% Signature %

‘® From helpdesk = support@deskpro.com v -OR- () From me
To Enter email address CC BCC

Subject = FW: SSO working well with Safari and IE but issue with Chrome browser

K SNIPPETS B KB ARTICLE

Set agent to SEND REPLY >

Set status to

(%]
[
=
=
Q
<




REPLY | ADD NOTE | FORWARD | MACROS - REPLY | ADD NOTE | FORWARD | MACROS -

K SNIPPETS B KB ARTICLE K SNIPPETS B KB ARTICLE

% Signature %

g T Q|| B I |E

Lorem ipsum dolor sit amet, consectetuer adipiscing eIit| Lorem ipsum dolor sit amet, consectetuer adipiscing elit

‘@ From helpdesk | support@deskpro.com v | -OR- () Fromme @ From helpdesk | support@deskpro.com v | -OR- () Fromme

To Enter email address CC BCC To Enter email address

Subject = FW: SSO working well with Safari and IE but issue with Chrome browser Subject

K SNIPPETS B KB ARTICLE K SNIPPETS B KB ARTICLE

% Signature %

2 Set agentto 2 Setagentto @ Chris Pattison v
g 2
g & Setstatus to Awaiting agent -

Set status to




RERLY | ADD NOTE | FORWARD | MACROS -

1
1
1
1
1 % Signature %
1

1 I '
X SNIPPETS B KB ARTICLE g T

Lorem ipsum dolor sit amet, consectetuer adipiscing eIit|

% Signature %

REPLY | ADD NOTE | FORWARD | MACROS - '

X SNIPPETS B KB ARTICLE

% Signature %




NG BY ro [ RE: Need some help? [] SSO working well wit... ~ @ Deskpro
nts, 2 Departments ~ James Colbert & Zack Prudent Organisation

<‘./\ Optical Q Zack Prudent ID 83995 STATUS & TIMES -

zack.prudent@techcom... .
@ ' @ Awaiting Agent v

..> Windfarms L... 12 hr30min

@O

¢ SSO working well with Safari and IE but issue with Chrome browser SLAS (5)

Labels: Report back on bug fix x - . . .
@ ‘ 9 _3 UCITERN  Time until resolution
o Time awaiting reply

Created 2 weeks ago
OVERVIEW TASKS BILLING LICENSE Current user wait 12 hr 43 min

e Q REPLY | ADD NOTE | FORWARD | MACROS -

S - -

Admin manual
® Labels AGENT manual We are very transparent about pricing and prices are as

O B o

Price Quote You can see all pricing information and generate a PDF
Delete agent quote by filling in your details here

shown as on the website

Agents (8)

Desk PRO Cloud (2)
Docs (6) SSL for custom Portal/Chat
0cs

Features (20) Where is data hosted?
Feedback (4) Admin manual
General (7) AGENT manual

Integrations (1 .

PosthaIes (4)( | APl docs

Reporting (1) CRM related docs
Integrations (1) Developer manual

Post Sales (4 Delete agent
Reporting (1)
SSL for custom Portal/Chat Labels

i Where is data hosted? Permission: Everyone  Department: Sales
Last reply: 5 months ago

& Harry Krimbo 03/11/2016 at 09.58am ¥

12 hr 43 min AGENT NOTE
I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a
resolution.

Last reply: 9 weeks ago

& Harry Krimbo 03/11/2016 at 09.58am £}
AGENT REPLY
Hi Zack,




¥ Labels

o

Agents (8)

Desk PRO Cloud (2)
Docs (6)

Features (20)
Feedback (4)
General (7)

Integrations (1)

Post Sales (4)

Reporting (1)
Integrations (1)
Post Sales (4)
Reporting (1)

@ e

Admin manual

AGENT manual

APl docs| $api% |

Price Quote

Delete agent

SSL for custom Portal/Chat
Where is data hosted?
Admin manual

AGENT manual

API docs

CRM related docs
Developer manual

Delete agent

SSL for custom Portal/Chat
Where is data hosted?

We are very transparent about pricing and prices are as
shown as on the website

You can see all pricing information and generate a PDF
quote by filling in your details here

Label

Permission: Everyone  Department: Sales

S English (UK) ¥ $ Variables ~

Price Quote

We are very transparent about pricing and prices are as
shown as on the website

You can see all pricing information and generate a PDF
quote by filling in your details here

Labels ADD

Sales x Sales > International x

Shortcode Ownership Visibility

v e 8 Mparmens -

SAVE CANCEL

B % T BT S English (UK) ~  $ Variables ~

Snippet Title

Snippet content

Labels ADD

Shortcode Ownership Visibility

PUBLISH SAVE AS DRAFT CANCEL




U % T : S English (UK) ¥ $ Variables ~

Admin manual SORTING OPTIONS
¥ Labels AGENT manual Most used
D API docs| $api% | g N7 Snippet content

Price Quote Only show drafts
Agents (8)

Delete agent
Docs (6 SSL for custom Portal/Chat

ocs
Features (20) Where is data hosted?
Feedback (4) Admin manual
General (7) AGENT manual

Snippet Title

Snippet Title

Snippet content

Desk PRO Cloud (2)

Integrations (1) AP| docs

Post Sales (4)
Labels ADD
Reporting (1) CRM related docs

Labels ADD

Integrations (1) Developer manual Add label Visibility

Post Sales (4) Delete agent | sdeleteagents All departments ~

Reporting (1)

Shortcode Ownership Visibility

Me
PUBLISH CANCEL
Everyone

SPECIFIC TEAMS
| 1st Level Support

SSL for custom Portal/Chat || Ticket departments » .| Sales
| " suppor

Yhere Is data hosted? || Chat departments | | General Contact
| Partnerships
| Media Requests
| Billing
[ JInternal
| | Documentation

ADD

| 12nd Level Support
| Bug Hunters

| Support




: S English (UK) v § Variables ~
Price Quote

_-Admin manual | $admin® |

* Labels " "AGENT manual | %agents | We are very transparent about pricing and prices are as
H shown as on the website

D 6p/§<PI docs|%api% We are very transparent about pricing and prices are as

Price Quote You can see all pricing information and generate a PDF ' shown as on the website
! quote by filling in your details here I o ,
Delete agent % yingmny | You can see all pricing information and generate a PDF

Hocs 6 'SSL for custom Portal/Chat quote by filling in your details here
_OcCs

Features (20) Where is data hosted?

_Feedback (4) Admin manual

_General (7) AGENT manual

~ “Integrations (1) AP| docs _ _Labels ADD

Reporting (1) CRM related docs .

Integrations (1) Developer manual - _Shartcode Ownership Visibility

Post sales (4 Delete agent (3] price [® All departments =

Reporting (1) 1

DX
SSL for custom Portal/Chat Labels

Where is data hosted? Perm!szs%(n. Everyone  Department: Sales SAVE CANCEL

12pXx

“Agents (8)
Desk PRO Cloud (2)

-Add label All departments
_ B
:] : 1 Ticket departments ' | Sales

=== | D Support _SO-RTING OPT|ONS

Parent label v _ Everyone D:Cb:at departments | General Contact

|| Partnerships
| Media Requests
[ 7 17st Level Support " Billing _EQr_ll}_/ show drafts
B [:l 2nd Level Support O Internal
| Bug Hunters

—.D— Support

__ | Documentation




S =

U % 1T : S& English (UK) ~  $ Variables ~

Price Quote

We are very transparént about pricing and prices are as
shown as on the website

1
Admir?manual e = =
-® Labeld AGENT manual Ste = =
@ s -
Price Quote g =
Agents (8)
Delete agent st 2 =
Docs (6) SSL for custom Portal/Chat ==
ocs
Features (20) Where is data hosted? S
Feedback (4) Admin manual s 22 .
General (7) AGENT manual i = =
Integrations (1) . 2
APl docs %ap:l.% Sy
Post Sales (4)
Rgporting (1) CRM related docs S
1
Intggrations (1) Developer manual = [

Poit ales 4 Delete agen —
Reporting (1
: L. SSL for custom Portal/Chat S

We are very transparent about pricing and prices are as

You can see all pricing information and generate a PDF shown as on the website

uote by filling in your details here
a Y siny You can see all pricing information and generate a PDF

quote by filling in your details here

Desk PRO Cloud (2)

Labels ADD

- @ Sales x Sales > International x

Shortcode Ownership Visibility e

HETED g
1 1

abels ' |

+ Snippet Where is data hosted? S
I

Permission: Everyone  Department: Salgs



- ® Parent label -

ADD

eMe || Ticket departments »

Everyone O Chat departments

- SBECIFIC TEAMS

| 1st Level Support
1 2nd Level Support
|| Bug Hunters

[ |Sales

| Support
| | General Contact

|| Partnerships
| Media Requests
| Billing

- - treternal

| | Documentation

SORTING OPTIONS
Most used
A-Z

Only show drafts




REPLY | ADD NOTE | FORWARD | MACROS -~

K SNIPPETS B KB ARTICLE

>
o
Q
o

% Signature %

Lauren’s Sales Signature v Manage signatures

Lauren
Director of Customer Success & Training

& deskpro

Website | Facebook | Twitter

% Signature %

Lauren’s Sales Signature v Manage signatures

Lauren
Director of Customer Success & Training

& deskpro

Website | Facebook | Twitter

% Pignature %

- - eLauren’s Sales Signature v Manage signatures -

Lauren
Director of Customer Success & Training

& deskpro

Website | Facebook | Twitter




REPLY | ADD NOTE | FORWARD | MACROS
3C SNIPPETS i KB ARTICLE O T

We've been having another issue with this version of DeskPro. I've been doing
some troubleshooting with our SSO partner|

% Signature %

== Espanol v Translate

== =0 . .7 . .7
Hemos tenido otro problema con esta versién de DeskPro. He estado realizando alguna solucién
de problemas con nuestro partner SSO

REPLY | ADD NOTE | FORWARD | MACROS Set agent to ®@ Chris Pattison .

3C SNIPPETS B KB ARTICLE O T

We've been having another issue with this version of DeskPro. I've been doing
some troubleshooting with our SSO partner|

% Signature %

REPLY | ADD NOTE | FORWARD | MACROS

de problemas con nuestro partner SSO
' 2C SNIPPETS & KB ARTICLE

We've been having another issue with this version of DeskPro. I've been doing

Set agent to @ Chris Pattison v
et (. some troubleshooting with our SSO partner|
Set status to Awaiting agent v

X

de problemas con nuestro partner SSO

2 Setagentto @ Chris Pattison v
=
& Setstatus to Awaiting agent v




Uy T

Lorem ipsum dolor sit amet, consectetuer adipiscing elit @La|

© Lauren Clark
© Laurajames
€& Lawrence Smith

DT | BZIT|=E-|

Lorem ipsum dolor sit amet, consectetuer adipiscing elit




® Prom helpdesk = support@deskpto.com v -dR- () Fromme
I SNIPPETS B KB ARTICLE : - = -Fo----e Enter email address CC BCC

| - -l _Subject | FW: SSO working well with Safari and IE but issue with Chrome browser

|
K SNIPPETS B KB ARTICLE
1

Forwarding all 38 messages ¢ |

% Signature %

Forwarding all 38 messages #*

@ From helpdesk = support@deskpro.com v -OR- () From me
To Enter email address CC BCC

Subject | FW: SSO working well with Safari and IE but issue with Chrome browser

K SNIPPETS B KB ARTICLE

% Signature %




Set agent to @ Chris Pattison

Set status to Awaiting agent

Set agent to @ Chris Pattison

Set status to Awaiting agent

Macro: Set urgency to 10 Assign to 2nd Level Support

SEND REPLY >

SEND REPLY >

Set agent to @ Chris Pattison v
Set status to  Awaiting agent v

Set ag'ent to @ Chris Pattison v
Set status to  Awaiting agent v

Macro: Set urgeney to 10 Assign to 2nd Level Support




Set agent to SEND REPLY - SEND REPLY - SEND REPLY -

Send reply as: ~ Send reply as: Send reply as:

‘@) Awaiting user _ & Awaiting user ‘®) Awaiting user

"~ Awaiting agent () Awaiting agent

() Awaiting agent

() Resolved _ [ Resolved () Resolved

~ "After reply:
() Stay on ticket
() Close tab

_ (8 Go to next ticket

After replye
() Stay on ticket

() Close tab
(® Ge to next ticket

After reply:

() Stay on ticket
() Close tab

(® Go to next ticket




REPLY | ADD NOTE | FORWARD | MACROS -

Set agent to @ Chris Pattison v
Set status to Awaiting agent v

REPLY | ADD NOTE | FORWARD | MACROS -

K SNIPPETS B KB ARTICLE

% Signature %

Q Attachment: Screenshot_20.11.2016.png (176kb)

Set agent to @ Chris Pattison

Set status to Awaiting agent




REPLY | ADD NOTE | FORWARD | MACROS -

K SNIPPETS B KB ARTICLE

% Signature %

Parent item 1
Parent item 2
Parent item 3

Parent item 4

Macro title
Actions

e Set agent to Me
* Set urgency to 9 (only set when urgency is lower)

“Parent item 1

1
“Parent item 4

Parent item 1
Parent item 2
Parent item 3

- Parentitem 4

12
. s%?g[g?ehftb'l\né

[

* Set urgency to6‘P&()nl_y set when urgency is lower)
0P X

1
Ma®o title
Actions

e Set agent to Me
* Set urgency to 9 (only set when urgency is lower)




New ticket form

When agents wish to create a new ticket there is a simplified version of the ticket form with the required fields highlighted in orange. There is the
option to choose a person or create a new one. The ‘create ticket' button is inactive until the compulsory fields have had data added to them.

Gl
™M
=
22
¢
A
G
m
&

Q. Search ...

™M Tickets

AWAITING AGENT

My tickets
Tickets | follow
Unassigned tickets

All tickets =

FILTERS

SAVED SEARCHES
PROBLEMS & INCIDENTS (2)
LABELS

MY STARS (3)

"0 @

Department & Urgency ~ = 2 Agents, 2 Departments ~

4

RE: Need some help?
James Colbert

SSO working well wit...
€ Zack Prudent

SALES
83995 - SSO Information * oK - X10]
Kenneth James <kenneth@windfa...> Windfarms L... 12 hr 30 min
74562 - Portal disabled landing message - XO)
€ Toby Falkirk <t.falkirk@ramb...> | Failed |
63331 - Inventory component * 2 4 @ (9
@ MarkJarvis <mjarvis@econorob.nl>
74562 - Allow anyone to email support (—)
Kenneth James <kenneth@windfarms.com> 2 hr 16 min
63331 - AW: Need some help? 270
Toby Falkirk <t.falkirk@rambling.com> 12 hr 43 min
[] 83995 - SSO working well with Safari and IE b... & @
@ Mark Jarvis <mjarvis@econorob.nl> EEETS
74562 - Enjoying your helpdesk? % k (2K ")
Kenneth James <kenneth@windfarms.com> 43 min
74562 - Product enquiry " @
Vijay Singh <singh.v@leafywifi.com> 3 days
SUPPORT
63331 - Inventory component % S 4 @ 9
& WMark Jarvis <mjarvis@econorob.nl> 12 hr 43 min

Department: Support = Language: Italiano  Last reply: 9 weeks ago

74562 - Enjoying your helpdesk? %

Kenneth James <kenneth@windfarms.com>

y @

4 weeks

Department: Sales = Language: English (US)  Last reply: 5 months ago

63331 - Inventory component *

+©0

Choose a person

OVERVIEW

Ticket subject

Labels: |+

Reply | Add note | Forward | Macros -

Set agent to @ Chris Pattison v

Actions

Set status to  Awaiting agent v

Deskpro
Organisation

= @-

STATUS & TIMES =
Awaiting Agent v 1 ~
SLAS (5) N
AGENTS & TEAM o
AGENT Assign to me  Unassign

@ Chris Pattison

TEAM Unassign

Please select

FOLLOWERS Add ' Add me
TICKET PROPERTIES -
DEPARTMENT

A Support

LANGUAGE

g€ English (UK)

4 MORE FIELDS



Add new person

© Wendy Pride <w.pride@techcompany.com>
@ Bob Cooper <bob.cooper@techcompany.com>
@ Julien Ducro <j.ducro@techcompany.com>

© Wendy Lightbody <wendy.l@techcompany.com>

© Bobby Steiner <bobby.steiner@techcompany.com>

Actions ~

Reply | Add note | Forward | Macros -~

[

v

X SNIPPETS B KB ARTICLE

% Signature %

[
(%}
[

2
=
9]
T

Set agentto @ Chris Pattison

Set status to Awaiting agent

e Choose a person

CREATE TICKET =

Actions ~

OVERVIEW TASKS BILLING LICENSE

Ticket subject

Labels:

Reply | Add note | Forward | Macros -

[

v
oo

K SNIPPETS B KB ARTICLE

l% Signature %I

—Actions —

Set agentto @ Chris Pattison

Set status to Awaiting agent

CREATE TICKET K

Email address

Actions ~

Language

2 English (UK)

+ ADD

% Signature %

—Actions —

Set agentto @ Chris Pattison

Set status to Awaiting agent

e Choose a person

CREATE TICKET =

Actions ~

OVERVIEW TASKS BILLING

LICENSE

Ticket subject

Labels:

Reply | Add note | Forward | Macros -

¥

K SNIPPETS B KB ARTICLE

% signature % |

—Actions —

Set agentto @ Chris Pattison

Set status to Awaiting agent

CREATE TICKET K




e Choose a person L Actions ~ e Choose & person Actions v ®--

_ Z_OVERVIEW TASKS BILLING LICENSE OVERVIEW TASKS BILLING LICENSE

Ticket subject - - - -  Jicket subject

: Labels:

Reply | Add note | Forward | Macros -

K SNIPPETS B KB ARTICLE 1 K SNIPPETS B KB ARTICLE

% Signature % % Signature %

2 Setagentto @ Chris Pattison v 2 Setagentto @ Chris Pattison v
¢ Setstatus to Awaiting agent v Set status to Awaiting agent v




Q = @~

FACETING BY [ RE: Need some help? - [ SSO working well wit... @) Deskpro
2 Agents, 2 Departments ~ James Colbert € Zack Prudent Organisation

:‘) Optical Q Zack Prudent ID 83995 STATUS & TIMES

zack.prudent@techcom...

ation * 200 Awaiting Agent 10 ~

enneth@windfa...> Windfarms L... 12 hr 30 min

Created 2 weeks ago
OVERVIEW TASKS BILLING LICENSE Current user wait 12 hr 43 min

bled landing message @ ‘ @
lkirk@ramb...> ¢ SSO working well with Safari and IE but issue with Chrome browser

SLAS (5)

Labels: Custom work Report back on bug fi + . . .
omponent % @ ‘ Q ’ I : e ” P e I- Time until resolution
is@econorob.nl> Time awaiting reply

REPLY | ADD NOTE | FORWARD | MACROS -

ne to email support (o X—)

AGENTS & TEAM =
AGENT Assign to me  Unassign

some help? 2700 | @ Chris Pattison

Ikirk@rambling.com> 12 hr 43 min TEAM Unassign

2nd Level Support

th Safari and IE b... O X7 MESSAGES & NOTES ~ FULL LOG

FOLLOWERS (7 Add = Add me
orotn> %
© Wendy Pride © @ Zack Cooper = -

k & Zack Prudent & zack.prudent@techcompany.com Today at 11.34am £#
our helpdesk? * 08 X-) USER REPLY

kenneth@windfarms.com> 43 min

Good day Brian, TICKET PROPERTIES

quiry @ ‘ @ We've been having another issue with this version of DeskPro. I've been doing some troubleshooting DEPARTMENT

._ with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is, Y Support
v@leafywifi.com> 3 days we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but PRODUCT

| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log DeskPRO Cloud
in if the SSO URLs were the same.

LANGUAGE
omponent * 200 We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything % English (UK)

: : . 5
is@econorob.nl> 12 hr 43 min like this before?

PROBLEM
anguage: ltaliano | Last reply: 9 weeks ago Let me know if anything pops up in your head.

our helpdesk? % or X- ;ggl?ks,

Elasticsearch

kenneth@windfarms.com> 4 weeks

guage: English (US) | Last reply: 5 months ago

omponent % @ ‘ 9 & Harry Krimbo 03/11/2016 at 09.58am £}
is@econorob.nl> 12 hr 43 min AGENT NOTE

- I've asked one of the tech guys to take a look but dont want to reply until we know the timeframe for a

resolution.
anguage: Italiano | Last reply: 9 weeks ago

& Harry Krimbo 03/11/2016 at 09.58am  {¥

AGENT REPLY
Hi Zack,




MESSAGES & NOTES FULL LOG

- € Zack Prudent ™ zack.prudent@techcompany.com Today at 11.34am ¢

USER REPLY

Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn’t hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |

_ came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
Y was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

MESSAGES & NOTES FULL LOG

____®& Zack PrA@dent ™ zack.prudent@techcompany.con® day at 11.34am e ----
—_ __USER REPLY
"~~~ Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anythinge - - - -
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack




MESSAGES & NOTES FULL LOG

& Zack Prudent ™ zack.prudent@techcompany.com Today at 11.34am £*
USER REPLY
Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn’t hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

Attachments: | | | screenshot_20.11.2016.png (176kb)
document.pdf (176kb)
B5  Random_file.xls (176kb)

& Harry Krimbo 03/11/2016 at 09.58am  &¢

AGENT NOTE

I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a
resolution.

& Harry Krimbo 03/11/2016 at 09.58am £}

AGENT REPLY
Hi Zack,

MESSAGES & NOTES FULL LOG

& Zack Prudent [ zack.prudent@techcompany.com Today at 11.34am £}
USER REPLY
Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

FORWARDED FROM: support@deskpro.com 03/11/2016 at 09.58am L}
TO: james.smith@techsupport.com

Subject: FW: SSO working well with Safari and IE but issue with Chrome browser

I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a
resolution.

Forwarded all 38 messages




MESSAGES & NOTES FULL LOG MESSAGES & NOTES FULL LOG

& Zack Prudent [~ zack.prudent@techcompany.com Today at 11.34am £} & Zack Prudent [ zack.prudent@techcompany.com Today at 11.34am £#

ER REPLY ER REPLY
us  Translate Us

Good day Brian,
(% View message in new window K SNIPPETS B KB ARTICLE
We've been having another issue with this version of DeskPro. I've 99 Quote ,
with our SSO partner but no luck so far so | thought it wouldn’t hu Good day Brian,
we configured both Agent and User modules to use SSO and it was i
came int% the office Iagst week Friday | realized that | wasn't able to 7 Forward single message We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
| was able to log in to the User portal. Upon further investigation, | . Split message with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing
in if the SSO URLS were the same. is, we configured both Agent and User modules to use SSO and it was working great for a few days.
£4 Set as normal message When | came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent

We tried clearing browser data in Chrome and trying incognitobut| portals but | was able to log in to the User portal. Upon further investigation, we realized that we
like this before? & Edit weren't able to log in if the SSO URLs were the same.

Let me know if anything pops up in your head. [i] Delete message We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen any-
thing like this before?

Thanks,

Zack ‘5 Download debug file

Let me know if anything pops up in your head.

SAVE CHANGES CANCEL

& Harry Krimbo 03/11/2016 at 09.58am  &¢
AGENT NOTE

Harry Krimbo 03/11/2016 at 09.58am
I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a @ y b
resolution. AGENT NOTE

I've asked one of the tech guys to take a look but don’t want to reply until we know the timeframe for a
resolution.

& Harry Krimbo 03/11/2016 at 09.58am £}

AGENT REPLY .
Hi Zack & Harry Krimbo 03/11/2016 at 09.58am &
I £acCK,

AGENT REPLY
Hi Zack,




MESSAGES & NOTES FULL LOG

& Zack Prudent ™ zack.prudent@techcompany.com Today at 11.34am ¥
USER REPLY
Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When |
came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals but
| was able to log in to the User portal. Upon further investigation, we realized that we weren't able to log
in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen anything
like this before?

Let me know if anything pops up in your head.

& Harry Krimbo 03/11/2016 at 09.58am ¥
AGENT NOTE

@Lauren I've asked one of the tech guys to take a look but don’t want to reply until we know the time-
frame for a resolution.

@ Harry Krimbo 03/11/2016 at 09.58am £}

AGENT REPLY
Hi Zack,

Loading...



Modals

There are a few instances
in the ticket interface
wehre we use modal win-
dows to handle content.
Each modal has a blue Normal message  Raw message  Source
border and a header sec-
tion and some can also
have a footer with but-
tons e.g. ‘Save’'.

Hi Bob,

. Changing the permissions on TMP solved the problem. We're able to attachments with the moved ticket now. Thanks!!
This page shows the ex-

ample of the ‘Normal

Message' accessible via
the cog icon and ‘view image002.jpg
individual message in
new window’ button.

One last thing, is there a way to make the original email a “reply” and the “this ticket was moved from...” the note? If so, then |
think we're all set!

Jenny

From: Bob Barker [mailto:support@deskpro.com]

Sent: Wednesday, August 31, 2016 11:19 PM

To: Jenny Penny <j.penny@woodstock.com>

Cc: Kerry Spoon <Kerry.S@woodstock.com>; Bryan Snape <Bryan.Snape@woodstock.com>; Gordon Douglas <Gordon.D@wood-
stock.com>

Subject: RE: FW: Packet Capture

Hey Jenny,

| believe you definitely need to check write permissions with test_file_write.php, the path is the same as you specified while

installing CloneApp in Admin (the Webhook input).

Regards,
Bob.

Was this message helpful? Yes Itwas OK No

On Wed, 31st Aug 2016 at 11:48 pm, Cody White <bobbarker@woodstock.com> wrote:

Hi Bob,

| replaced the old index.php with the new one inside DeskPRO-Clone and it looks like it didn't work. It looks the same as it was
before our meeting today with the message not going through. | put the backup back in and it's now working as we left it earlier

today in the screen share.

On that note, is there a way for us to switch to where the original message is the “reply” and the “moved from Ticket...” is the
note?

I'm going to be out of the office starting tomorrow until the 12th, so if you don’t hear from me | will get back to you once | return.
Thanks for your help!

Jenny




This example shows the
source code tab of the
preview pages example.
In this instance we will
display the source code
in an editor-style.

Normal message Raw message Source

<!DOCTYPE html>
<html>
<head>
<meta http-equiv="X-UA-Compatible" content="IE=edge,chrome=1" />
<meta charset="UTF-8"/>
<meta name="robots" content="NOINDEX" />
<title>DeskPRO</title>

<script type="text/javascript" src="/assets/17655/web/vendor/html5shiv.min.js"></script>
<script type="text/javascript" src="/assets/17655/web/build/js/agent-all.js?21477995658"></script>

<link rel="stylesheet" type="text/css" media="screen,print" href="/assets/17655/web/build/css/agent-ven-
dors-all.css?1477995658" />

<link rel="stylesheet" type="text/css" media="screen,print" href="/as-
sets/17655/web/build/css/agent-packl.css?1477995658" />

<link rel="stylesheet" type="text/css" media="screen,print" href="/as-
sets/17655/web/build/css/agent-pack2.css?1477995658" />

<link rel="stylesheet" type="text/css" media="print" href="/assets/17655/web/build/css/agent-inter-
face-print.css?1477995658" />

<script src="/dp.php/agent-lang-1.3js?v=1477995658"></script>
<script src="/agent/misc/interface-data.js"></script>

<link rel="stylesheet" href="/assets/17655/web/bower components/font-awesome/css/font-awesome.min.css" type="text/css"

/>

<link rel="stylesheet" href="/assets/17655/web/fonts/font-awesome.compat-names.min.css" type="text/css" />

<script type="text/javascript">
window.name = "NG DEFER BOOTSTRAP!";
window.DP INTERFACE LOADER = 'AgentLoad’;




This example shows
‘splitting messages into
new ticket'. It has the
same border and header
styles though it is slightly
smaller. Modal can have
variable widths and
heights depending on the
required use.

Split messages to new ticket

New ticket subject

& Zack Prudent zack.prudent@techcompany.com Today at 11.34am

USER REPLY

Good day Brian,

We've been having another issue with this version of DeskPro. I've been doing some troubleshooting
with our SSO partner but no luck so far so | thought it wouldn't hurt to bounce it off of you. The thing is,
we configured both Agent and User modules to use SSO and it was working great for a few days. When
| came into the office last week Friday | realized that | wasn't able to log into the Admin/Agent portals

but | was able to log in to the User portal. Upon further investigation, we realized that we weren't able
to log in if the SSO URLs were the same.

We tried clearing browser data in Chrome and trying incognito but no luck. Have you ever seen any-
thing like this before?

Let me know if anything pops up in your head.

Thanks,
Zack

@ Harry Krimbo 03/11/2016 at 09.58am

AGENT NOTE

o

SPLIT TICKET




AVWAITING AGEN
My tickets

Tickets | follow
Unassigned tickets

All tickets =

FILTERS

SAVED SEARCHES

PROBLEMS & INCIDENTS (2)

LABELS

MY STARS (3)

Full log example

SALES

83995 - SSO Information *

Kenneth James <kenneth@windfa...> Windfarms L...

74562 - Portal disabled landing message
€ Toby Falkirk <t.falkirk@ramb...>

63331 - Inventory component %

@, Mark Jarvis <mjarvis@econorob.nl>

74562 - Allow anyone to email support

Kenneth James <kenneth@windfarms.com>

63331 - AW: Need some help? a
Toby Falkirk <t.falkirk@rambling.com>

22K - X0
12 hr 30 min
* @ O

+©0

2 hr 16 min

@ O

12 hr 43 min

@® Optical Q Zack Prudent

+5
zack.prudent@techcom...

OVERVIEW

[[] 83995 - SSO working well with Safari and IE b...

@ Mark Jarvis <mjarvis@econorob.nl>

A

® @
105 hours_

X

Kenneth James <kenneth@windfarms.com>

74562 - Enjoying your helpdesk? %

74562 - Product enquiry
Vijay Singh <singh.v@leafywifi.com>

SUPPORT

63331 - Inventory component %
@ Mark Jarvis <mjarvis@econorob.nl>

Department: Support = Language: Italiano  Last reply: 9 weeks ago

74562 - Enjoying your helpdesk? %
Kenneth James <kenneth@windfarms.com>

Department: Sales =~ Language: English (US)  Lastreply: 5 months a

63331 - Inventory component *

@ Mark Jarvis <mjarvis@econorob.nl>

Custom work  Report back on bug fix

Department: Support = Language: Italiano Last reply: 9 weeks ago

y @

43 min

@

3 days

+©0

12 hr 43 min

" @

4 weeks

go

71700

12 hr 43 min

¢ SSO working well with Safari and IE but issue with Chrome browser

Labels: Custom work x = Report back on bug fix x +

REPLY | ADD NOTE | FORWARD | MACROS -

ID 83995

FULL LOG

Q Item with change from This thing to & This thing
e Item with some: sub-items visible on click

@ Item with some sub-actions/items visible
e Set agent to Me

e Set urgency to 9 (only set when urgency is lower)

e Change this from This thing to B This thing

@ Item with some sub-actions/items visible
e Set agent to Me

e Set urgency to 9 (only set when urgency is lower)

e Change this from This thing to B This thing
@ Another item

@ I Log item with an icon

(3] Log item relating to an SLA

@ Item with some: sub-items visible on click

16 hours ago

Jan
2016
3 daysago
3 days ago
1 week ago
Dec
M 2015
3 weeks ago
3 weeks ago
9 weeks ago
3 months ago
Nov
2015

STATUS & TIMES a
Awaiting Agent v 10 ~

Created 2 weeks ago

Current user wait 12 hr 43 min

SLAS (5) v

Time until resolution
(LETETE] Time awaiting reply

AGENTS & TEAM -
AGENT

@ Chris Pattison

TEAM
2nd Level Support

FOLLOWERS (7)

© Wendy Pride @ Zack Cooper

TICKET PROPERTIES -

DEPARTMENT
A Support

PRODUCT
DeskPRO Cloud

LANGUAGE
£ English (UK)

PROBLEM

Elasticsearch



