Inventory & Help
Desk Management

Inventory and Help Desk Management Mobile App
Version 2.0 Release Documentation

Frontline Education is happy to announce the release of Inventory and Help Desk Management
Mobile App. This update includes further integration between Asset Management and Help
Desk systems, offering enhanced functionality and a refreshed user experience

which includes the following enhancements:

Enhanced UI/UX
New Dashboard Reporting for Asset Management
New Dashboard Ticketing for Help Desk
Ability to Create Help Desk Ticket
View & Manage Help Desk Tickets
a. Add & View Followers & Service Groups
b. Ability for one Tap call or email from iOS & Android
c. Manage & Add comments, private notes & attachments
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These release notes will walk you through detailed steps for setting up the app, accessing
various features, and making the most of the new functionalities. The new app is designed to
streamline your asset management and help desk tasks with enhanced usability and integrated
functionalities.

Download the New Inventory and Help Desk Mobile App
If you don’t already have the IHDM mobile app, follow these setup
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e iOS Users: Go to the Apple App Store and search for "Inventory

- ” " What's New Version History
and Help Desk Management", “IHDM”, or "Hayes Software Version 20 o
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"Inventory and Help Desk Management", “IHDM”, or "Hayes and efcient.
Software Systems." Preview

¢ Download and install the IHDM app on your mobile device.




Step 2: Configuration

e Open the IHDM app.

e Sign In URL: Enter your district’s Frontline Asset Management System URL.

e APl URL: Enter your district’s Frontline Asset Management System API URL.

e Use Single Sign-On: Some districts may use Single-Sign On (SSO) so you may be directed
to log in through your district’s SSO portal. Ensure you enable this during the setup
process if this applies to your district.

e Remember me: Tap this option to stay signed in to the IHDM mobile app, so you don't
have to enter your Sign In URL and APl URL each time you open the app.

e Scan QR Code Option: Tap the Scan QR Code button at the bottom of the screen and
allow camera access to scan the QR code found in your Frontline Asset Management
system. When you log into Frontline Asset Management in your web browser, at the
bottom of the left side navigation you will see a button that says “Mobile-IT Setup,” that
button will open the QR code. Scanning this QR Code in the mobile app set up process
automatically configures the URL and APl URL settings to your database.
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Step 3: Login

User Name: Enter your user name provided by your school
district.

Password: Enter your password provided by your school
district.

Remember me: Tap this option to stay signed in to the
IHDM mobile app, so you don't have to enter your User
Name and Password each time you open the app.

Back to Configuration: Tap to reconfigure your mobile app
to your district’s Frontline Asset Management system.
NOTES:

o All users of the mobile app must have an Asset
Management account, as it serves as the source for
user information in the app. If a user only has a Help
Desk account, they will need to create an Asset
Management account using the same email address
registered in Help Desk.

o Upon first login, you may be prompted to allow the
app to use your device’s camera used for barcode
scanning when performing audits, check-in/out,
transfers, etc.

Inventory &
Help Desk
Management

Login

Please enter your login credentials

Username
(Agallozzi

Password

Remember me

Back to Configuration




Profile Settings Synchronization
Ensure the email used in your Asset Management user profile matches the one in Help Desk
management. This is required for seamless access to both Asset Management and Help Desk
fields within the new IHDM mobile app.

e From your web browser, login to Asset Management. Tap your name in the top left
corner, and from the dropdown menu, select "Profile Settings." Ensure your email is up
to date and matches the email you use for SSO when logging in to Help Desk.

Asset Management “Profile Settings”

yre
Profile Settings

Profile Details
Full Name: AnnaMaria Gallozzi
Username: agallozzi
View: Admin
User Role: Administrator
Driver Permissions: Enabled

Phone:
I E-Mail: agallozzi@hayessoft.com

f). Reset Password

Email
Parts Management Settings

(J send District Low Stock Consolidated Daily Email

Help Desk “Profile Settings”

Profile Settings

Name:

AnnaMaria Gallozzi

| E-Mail:

agallozzi@hayessoft.com

Phone Number:

Service Groups:

1 would like to receive email notifications from
Frontline Help Desk
SC DEMO

Principals and AP

TECH - Critical Hardware
TECH - Critical Network
Waiting on Parts

& Change Password

NOTE:
e To verify your Help Desk email from your web browser, login to Help Desk. Tap your
name in the top left corner, and from the dropdown menu, select "Profile Settings."
Ensure your email is up to date and matches the email you use when logging in to Asset
Management.
[ ]

Since Help Desk uses SSO, users cannot change their email from Profile Settings in Help
Desk. However, in Asset Management, the email can be updated to match the Help
Desk email.



Upon logging in, you’ll land on the app homepage. Help Desk tickets will default if you have
access to both Asset Management and Help Desk systems.

Inventory & Inventory &
Help Desk Help Desk
Management Management

Hello, agallozzi Hello, agallozzi
Welcome to your Inventory & Help Desk tool Welcome to your Inventory & Help Desk tool
Search tag or serial number.. @ Search tag or serial number... @
Issue Collect Audit Issue Collect Audit
Devices Devices Room Devices Devices Room
, Tickets I'm in a service group for v ViewAll —>
INVENTORY STATISTICS $
Learning ISD, All Sites, All Regions, All Product Types

e 9/3/2024 High Classroom
Assets Issue ! High
CB Charging Issue

¢ Val Submitted Assigned to
ount alue Sep 03, 2024 at 10:36 Unassigned
Avallabl 27,346 $5,875,149.31
2849
InUse 60,188 $5,022,965.98
request ABC B
@ Other 6918 $1,380,671.72 CB Broken Screen
Submitted Assigned to
Total Inventory 94,452 $12,278,787.01 Aug 13, 2024 at 14:52 Leo Silva

TAG STATUS QRAAROMNLRQOMS) 4 2845 N« Progress

Tailor your mobile app homepage to your role and preferences, making it easier to focus on
what matters most to you.

You have two options when changing your homepage default setting, either Asset Management
Dashboards or Help Desk Tickets. Help Desk tickets will default if you have access to both Asset
Management and Help Desk systems.



Change the Homepage Content Setting

Step 1: Navigate to Settings
e Tap the Hamburger Menu icon on the top left of the app.
e Choose Settings from the menu.

Initiate Site Transfer

Receive Site Transfer

Room to Room Transfer

MANAGE -

Replace Tag Number

Associate RFID Tag

Exclude RFID Tag

Search Tag Details

HELP DESK TICKETS -

View Help Desk Tickets

Create New Ticket

© Settings

<) LogOut

Contact our support team Click Here
Version 2.0 (1)

NOTE:
e The hamburger menu provides quick access to different sections like Help Desk, Asset
Management, Reports, and Settings.
e You can multitask by switching between sections without losing your place.



Step Two: Modify Homepage Content
e Asset Management Dashboard: Tap the words or the
circle to make this your default view.

o This dashboard view lets you choose from the
following charts: Notifications, Outbound
Transfers Pending Approval, Staff Status,
Purchasing: Outstanding Tags to Receive,
Inventory Statistics, Tag Distributions, Tag
Status Change Over Time, Tag Status Change
Over Time, and User Login.

o Help Desk Tickets: Tap the words or the circle to make
this your default view.

o Depending on your role (technician or admin),
the "My Tickets" section will display tickets you
are assigned to, you submitted, you are
following, and you are in a service group for.

e You do not need to Tap Save for the settings to affect.

NOTE: If you do not have Frontline Help Desk, you will not see
Help Desk options. If you do not have access to Frontline Help
Desk, you will not see the options for Help Desk.

e

Settings

DEVICE
RFID scanner is not connected

HOMEPAGE CONTENT

@ Asset Management Dashboard

O Help Desk Tickets

SCANNER SENSITIVITY

Audit Room

(Ctow
(Cor @3B

Manage RFID Tags

RFID Scanner Volume

COLLECTIONS

Prompt to send receipt upon collection Q
eceipts can be emailed after collectic
Sign receipt upon collection Q

Receipts can be signed after collection




With this release, you can tailor your Asset Management Dashboard to display the most
relevant data and charts, providing a more personalized experience.

Inventory &
Help Desk
Management

Hello, agallozzi

Welcome to your Inventory & Help Desk tool

Search tag or serial number. ©

Issue Collect Audit

Devices Devices Room

INVENTORY STATISTICS
Learning ISD, All Sites, All Regions, All Product Types

]

|
Count Value
Avallabl 27,346 $5,875,149.31
In Use 60188 $5,022,965.98
@ Other 6918 $1,380,671.72

Total Inventory 94,452 $12,278,787.01

TAG STATUS ettt 15 ) o0

NOTE:
o By default, the dashboard displays two charts on iPhone and Android devices, and three
charts on tablet devices. These charts include:
= Inventory Statistics
= Qutstanding Tags
= Notifications (tablet default only)

o After customizing your preferences and saving them, your dashboard will automatically
update with the latest data based on your selections.



2. Customize Your Dashboard:
o Access the Chart Preference page by Taping the icon in the top right corner of any Chart
panel.
o Site: Tailor your Charts to display data for a specific Site by adjusting the Site Selection
on the Chart Preference page.
o Panel Display: From here, you can choose Panel Settings, select your preferred Panel
Display from the dropdown menu, and Save your preferred chart configurations.

&«

Chart Preference

Selected Chart: Tag Status Breakdown (Rooms) PANEL DISPLAY

SITE SELECTION

Site
(Administrative View v }

PANEL SETTINGS

Panel Display
[Tag Status Breakdown (Rooms) vJ

Notifications

WAREHOUSES

Purchasing: Outstanding Tags to Receive

Allen Elementary Furniture

GRAPHS

District Records Storage

Maintenance Warehouse

Inventory Statistics

Technology Warehouse New Tags Received

Site Transfer

Cancel Save




Panel Display Options for your Dashboard

Chart Name
Notifications

Chart Description

Shows audits, tags, and
transfers at this site requiring
action by a user.

Chart Settings
Site (Admin, Warehouse, or Campus)

New Tags
Received

Displays new tags received.
Filters include Product Types,
Funding Sources, and Date
Range. Downloadable .csv file
available.

Site (Admin, Warehouse, or Campus)
Product Types (check all or just one)
Funding Sources (check all, multiples, or just
one)

Date Range (choose one range for data)

Site Transfer

Displays transfers, as selected
by user. Filters include
Transfer Type, Origin Site,
Destination Site, Funding
Source, Product Type, and
Date Range. Downloadable
.csv file available.

Site (Admin, Warehouse, or Campus)
Choose Transfer type (Site to Site or Room
to Room)

If you choose Site to Site:

Origin Regions (check all, multiples, or just
one)

Origin Sites (check all, multiples, or just one)
Destination Regions (check all, multiples, or
just one)

Destination Sites (pick up to a maximum of 8
sites)

Funding Sources (check all, multiples, or just
one)

Product Types (check all, multiples, or just
one)

If you choose Room to Room:

Sites (pick up to a maximum of 8 sites)
Product Types (check all, multiples, or just
one)

Purchasing:
Outstanding
Tags to
Receive

Shows quantity of tags to be
received on a purchase order
(at this site). Filters include
Tagging Overdue By and
Purchase Date Range.

Site (Admin, Warehouse, or Campus)
Enable/Disable: Sort by Recent Purchase
Date

Tagging Overdue by (time frame)

Date Range (choose one range for data)




Inventory Shows quantity and monetary @ Site (Admin, Warehouse, or Campus)
Statistics value of inventory at this site Regions (setup in Site tab)

(total, available, and in use). Sites (can choose all or one)

Filters include Product Type. Product Types (Check All or just one)
Tag Shows the breakdown of Site (Admin, Warehouse, or Campus)

Distributions

assigned tags by percentage/
quantity for this site.

Tag Status Shows the trend of tags, Site (Admin, Warehouse, or Campus)
Change Over | according to selected status, Status (Choose one status)
Time over a period of time for this Date Range (choose one range for data)
site. Filters include Status and
Date Range.
Tag Status: Shows status of tags allotted Site (Admin, Warehouse, or Campus)
Breakdown to a room at this site.
(Rooms)
User Login Shows which users have Site (Admin, Warehouse, or Campus)

logged in to Asset
Management at this site
during an allotted period of
time. Filters include User
Roles, User Types and Date
Range.

Regions (setup in Site tab)

Sites (can choose all or one)

User Roles (Check All or choose multiples, or
one)

User Types (Check All or choose multiples,
or one)

Date Range (choose one range for data)

3. Refresh Functionality:
o Easily refresh the data in the charts displayed on your dashboard by pulling down on

the screen, ensuring you always see the most up-to-date data.
4. Mandatory Information for Charts:
o Some charts may require specific mandatory information before they can be
generated. This ensures that the data presented is accurate and meaningful.



Help Desk Tickets
Help Desk Tickets enhances functionality, allowing users to more effectively track and manage
tickets, with better visibility into ticket status, priority, and other essential details.

o Ticket Filters:
o By default, No Filter Selected will display all tickets for your role.
o Taping on No Filter Selected will allow you to choose options available to your
role (technician or admin).
o Filter options could include:
= Tickets I’'m assigned to
= Tickets | submitted
= Tickets I’'m following
= Tickets I’'m in a service group for
o When afilter is applied, the list will refresh to show tickets that match the
selected criteria, sorted by submission time.

Inventory &
Help Desk
Management

Hello, agallozzi Hello, agallozzi
Welcome to your Inventory & Help Desk tool Welcome to your Inventory & Help Desk tool
(O searchtagor serial number... @ Search tag or serial number
Issue Collect Audit Issue Collect Audit
Devices Devices Room Devices Devices Room
Tickets I'm in a service group for v ViewAll —> Tickets I'm in a service group for v ViewAll =
No Filter Selected 2855 m

9/3/2024 High Classroom
! High Assets Issue
CB Charging Issue

Tickets I'm assigned to

Tickets | submitted

xdto Submitted Assigned to

Tickets I'm following ned Sep 03, 2024 at 10:36 Unassigned
@ Tickets I'minaservice group for
request ABC . request ABC

9 Medium

CB Broken Screen CB Broken Screen
Submitted Assigned to Submitted Assigned to
Aug 13, 2024 at 14:52 Leo Silva Aug 13, 2024 at 14:52 Leo Silva

2845 In Progress 2845 - Progress

e My Tickets View:
o The "My Tickets" section is scrollable, displaying up to four tickets at a time
sorted by most recently submitted.
o If nofilter is selected, the page will display all tickets assigned, submitted,
following, and are a service group member of.



o Tapping on any ticket will redirect you to the Ticket Details screen, where you
can view more information about the selected ticket.
e View All Option:
o Taping "View All" to the right of the filter drop-down, takes you to the Help Desk
Tickets page which displays a comprehensive view of tickets.
e Ticket Information:
o Each ticket on the page will display key information, including:
= Ticket Number
= Status
=  Summary
= Problem Type
= Priority
= Submitted Date and Time
= Assigned To
o Visual Indicators:
= Priority and Status display with color codes and icons for quick reference.

e

Help Desk Tickets

No Filter Selected v Sort

Search

tr ticket with default hours with
high priority in mountain time
TR_Problem

Submitted Assigned to

Yesterday at 05:03 TR_technician service

tr ticket with 24X7 hours with low
priority in mountain time
TR_Problem

Submitted Assigned to

Yesterday at 05:02 TR_technician service

2859

need a new charger
CB Charging Issue

Submitted —_—

¢ No Tickets Available Message:
o If you have access to view Help Desk tickets but there are none currently
available, the app will display the message: "There are no Help Desk tickets
available for you at the moment. Please contact support if the problem persists."



Help Desk Ticket Workflows

The Help Desk Ticket Workflows streamlines the management of ticket statuses, assignments,
and communication, ensuring that tickets move efficiently through their lifecycle. By providing
clear processes for handling tickets from creation to resolution, this feature enhances team
collaboration, improves response times, and helps maintain accountability at every stage.

Create Help Desk Ticket

NOTE: Ensure that the user has access to Help Desk. If the user cannot see the "Create New
Ticket" button, it indicates that their access is disabled. Similarly, if the user does not have
access to view or create any ticket for Help Desk, it indicates that they have no access.

1. Navigating to Problem Types:

o

@)
@)
@)

Taping the "Create Ticket" button.

On the Create New Ticket page, users are directed select their Problem Type.
Available problem types are displayed, with the default view set to Grid layout.
Tap the corresponding icon at the top of the page to switch between Grid and
List layout.

2. Creating a Ticket with Sub-Problems

o

Selecting a problem type that has sub-problems will navigate the user to the
Sub-Problem Type screen, where additional options are displayed.

Users can either choose a sub-problem type or Tap "Skip" to proceed to the New
Ticket form.

< «

Create New Ticket Create New Ticket

What seems to be the problem? @ What seems to be ( Skip > @

the problem?

5 Technology " Buildings =
; &Grounds B CB Broken Screen l CB Charging Issue

@ Curriculum 4 .« Food & Dietary
&= Services s@¥F Services & CB Internet @ CB Keyboard Issue
v . .
HR Human Resources k Move Request CB Sound Issue ' Display
(S - Replacement
New Equipment
@ Purcha‘iep ? Other [ | Motherboard Send to Warranty
. Replacement d Exchange
s 3 f\i;’ve];*:;”a' Report Incident - Update
h ! Failed Issue
[ Scott Problem - X
b | Type ' Security

I - oD Telecommunicatio
f), | Technician Tickets “ ne

1 TR_Problem

1i¥

Transportation




3. Creating a Ticket Without Sub-Problems:
o Ifaselected problem type does not have sub-problems, the user will be taken
directly to the New Ticket form.
4. New Ticket Form:
o The screen will display a header with the title "New [Problem Type name]
Ticket," followed by fields such as Summary, Description, Priority, Assigned To,
Assign Service Groups, Add Followers, and Submitted By. These fields are
populated using your ticket templates that you set up in the web application.
o The form fields will dynamically adjust based on the selected problem type and

subtype.

o Similar to the main Problem Type screen, the "Create" button will be disabled

until all mandatory fields are filled with valid data.

e

Create New Ticket

Tag Number*

Description*

Priority
(M(?dlulﬂ

Parts Required

Costs

Due Date Required by

Other

0/1000

e

Create New Ticket

New "CB Broken Screen" Ticket

Summary*

0/100

Submitted By *

Assigned To*

Assign Service Groups

Add Followers

Room

Tip: You can upload multiple files

Site*

Ticket Created!

Your ticket number: 2862

Routed using assignment rule:
Chromebook Approvals

View Ticket

Cancel: Redirects the user back to the Problem Type/Subtype screen.

Create: This button remains disabled until all mandatory fields are completed
with valid data. Once enabled, Taping "Create" generates the ticket and redirects
the user to the Ticket Details screen.



2. New Ticket Form Field Validations

Summary: Requires a minimum of 10 characters and a maximum of 100 characters.
Description: Requires a minimum of 3 characters and a maximum of 8000 characters.
Assigned To: Selecting "Assign to me" will automatically display the user's name.

Assign Service Groups: Allows selection of up to 5 service groups. Selecting more than 5
will trigger a visual alert with the notes text shaking and turning red.

Add Followers: Allows adding up to 50 users. Exceeding this limit will also trigger a
visual alert.

Submitted By: Selecting "Submitted by me" will display the user's name and email.

Tag Number Device Details: After entering a valid Tag number, a Device Details popup
will appear for the user to Confirm or Cancel.

DEVICE DETAILS

Product Tag
Dell Chromebook 11 SE 987654

Product Type Serial Number
Laptop sn987987888

Manufacturer Model
Dell Chromebook 11 SE 5190

3. Attachments and Rich Text Editor

Attach or Browse Files:
e Tap "Attach or Browse Files" to open a popup with options: Camera, File Library,
Document, and Cancel.
o Camera: Take and upload a photo directly.
o File Library: Select and upload a photo from your library.
e Document: Choose a file from your documents to upload.
e Cancel: Close the popup without uploading.



Attachment Limits:
e Users can add up to 3 attachments per ticket. Supported file types include .jpg,
.pdf, .docx, .mp4, and more. A full list is provided in-app.
e Exceeding 3 attachments or 100MB total size will trigger an error message.
e Unsupported file types will display a "File type not allowed" error.

Managing Attachments:
e After uploading, use the "X" icon to remove attachments if needed.

Rich Text Editor:
e The Description field supports rich text formatting, with various options available
to enhance the clarity of the description.

Users can style the text by selecting the respective options shown below:
1. Bold: It will apply the text in bold format

Italic: It will apply the text in Italic Format.

Underline: It will apply the text in underline

Strike-through: It will apply the strike to the text.

Font Size: It will apply the font size to the text.

Text color icon: It will apply the colors to the text.

Background color: It will apply the background color to the text.

NouhswnN

Vertical Eclipse icon:

Left Align: It will apply the left alignment to the text.

Center Align: It will apply the center alighment to the text.

Right Align: It will apply the Right alignment to the text.

Highlight: Selected Text or Entering text will be highlighted in yellow

color.

5. Big Red: The font color will change to red and font size will be
increased.

6. Small Blue: The font color will change to small and the font size will
be small.

7. Clear Formatting: Selected format will be cleared.

PwnNpE



Editing Help Desk Tickets
Editing a Help Desk Ticket allows users to update ticket details, modify problem types, and
ensure accurate tracking and resolution of tickets. Below are the workflows for various

scenarios

e

when editing a Help Desk ticket.

Ticket Details

2862 Approve/Deny )

Broken screen

Submitted On Last Edited

Today at 10:29 Today at 10:29

Problem Type Time Tracked

CB Broken Screen 00h 00m

DESCRIPTION

Johnny broke his screen

Device Details v

Contact Information v

Location Information v

Service Groups and Followers v
+ Add a Public Comment

1. Editing a Ticket with Routing Rule
Admins or technicians can edit a ticket that has routing rules configured based on specific Ticket

Detail fie

Id changes.

Steps:

1.

vk wnN

Open an existing ticket to view the Ticket Details screen.

Tap the "Edit Details" button at the top right corner of the page.

Modify the fields (e.g., priority, category) that trigger routing rules.

Tap "Update" to save changes.

Confirm the routing action if prompted and verify that the ticket is rerouted based
on the updated Ticket Details.



2. Changing the Problem Type and Updating the Ticket Template
Changing the Problem Type will load a new ticket template, which may alter previously entered
custom and system fields, causing you to lose data.

Steps:

1. Open an existing ticket to view the Ticket Details screen.

Tap the "Edit Details" button at the top right corner of the page.
Select a different Problem Type from the dropdown menu.
A popup will ask if you want to proceed with loading a new template.
Tap "Yes" to confirm and load the new template.
Review the new template fields and complete necessary information.
Tap "Update" to save the changes and verify the updated problem type and
template fields on the Ticket Details screen.

NouhswnN

«

Edit Ticket

Edit Ticket #138067

Summary*
—

Problem Type*
(Dboﬂ’lvpel v ]

Priority”
(ﬂi.h - J

Tog Number

Description”

ket with dale custom fiekds

B I Y 5 a (o] ] i

34/8000

Assigned To*
( thippa ch ]

Submitted By*
( thippa ch - tchilakala@frontlineed.com ]

( Cancel ] Update

3. Canceling Ticket Edits
The user decides not to proceed with editing the ticket.

Steps:

1. Open an existing ticket to view the Ticket Details screen.

Tap the "Edit Details" button at the top right corner of the page.
Modify some fields as needed.
Tap the "Cancel" button to discard changes.
Confirm cancellation if prompted, and ensure the ticket remains unchanged.

vk wnN



4. Editing the Tag Number and Confirming Device Details
The ticket contains a tag number field linked to device details.
Steps:
1. Open an existing ticket to view the Ticket Details screen.
2. Tap the "Edit Details" button at the top right corner of the page.
3. Modify or enter the Tag Number.
4. A popup will display device details. Tap "Confirm" to update the tag number with
the device name or "Cancel" to discard changes.
5. Tap "Update" to save the changes and verify the tag number reflects the correct
device information.

DEVICE DETAILS

Product Tag
Dell Chromebook 11 SE 987654

Product Type Serial Number
Laptop sn987987888

Manufacturer Model
Dell Chromebook 11 SE 5190

5. Reflecting Edited Changes on the Ticket Detail Screen
The user successfully edits the ticket and needs to verify that changes are accurately displayed.
Steps:
1. Complete the ticket edits by modifying the desired fields.
2. Tap "Update" to save the changes.
3. Return to the Ticket Details screen to ensure all edits are correctly reflected and no
information is missing.



When changing a status on a ticket you are working on, you have the option to add a comment
to each status change that would add a public comment for the end-user to see.

1. Approve, Pending, or Deny a Ticket

After a ticket has been put in an Approved, Pending, or Denied status, it will route through the
“update routing rules” your admin team has created. If you have not created any “update
routing rules” the ticket will stay assigned to the current assignee.

Ticket Details
Request Approval
2862
Ticket Approval

Broken screen D Medium
Submitted On Last Edited Approve Pending
Yesterday at 10:29 Yesterday at 10:29
Problem Type Time Tracked AssignTo*
CB Broken Screen 00h 00m (AnnaMaria Gallozzi v ]
DESCRIPTION
Johnny broke his screen Comment
Device Details v

i v
Contact Information Cancel Confirm
Location Information v
Service Groups and Followers v

+ Add a Public Comment
—

NOTE: Routing rules can be updated in the web application as an admin.



2. Ticket to "Open" and Start Progress
Once a ticket has been set to open, you can start progress on the ticket.

&«

Ticket Details

Open

) Medium

Broken screen

Submitted On Last Edited

Yesterday at 10:29 Today at 14:36 Update Status to: In Progress
Problem Type Time Tracked Comment

CB Broken Screen 00h 00m

DESCRIPTION
Johnny broke his screen

Device Details v Cancel Confirm

Contact Information v
Location Information v
Ticket status
N successfully updated
Service\ y upd v

+ Add a Public Comment




3. Put a Ticket On Hold

If a ticket needs to be placed “On Hold”, you have the option to do so while the ticket is in the
status of “In Progress”. However, you also have the flexibility to bypass the “On Hold” status
and move the ticket directly to “Resolved”.

Update Status to: On Hold

,— Comment




4. Resume a Ticket
When you're ready to resume work on a ticket that has been marked "On Hold," simply Tap the
"Resume" button to move the ticket back to "In Progress."

&«

Ticket Details

[ onHold
2862

Broken screen

Submitted On Last Edited

Yesterday at 10:29 Today at 14:36 Update Status to: In Progress
Problem Type Time Tracked e

CB Broken Screen 00h 00m

DESCRIPTION

Johnny broke his screen

Device Details v Cancel Confirm

Contact Information v
Location Information v
Ticket status
N successfully updated
Service\ Y y upd v

+ Add a Public Comment




5. Resolve a Ticket
Once a ticket is completed, you can mark it as "Resolved" and add any resolution notes to the

public comment section.

-

Ticket Details

Broken screen D Medium

Submitted On Last Edited

Yesterday at 10:29 Today at 14:36 Update Status to: Resolved
Problem Type Time Tracked - Tonlotes

CB Broken Screen 00h 00m

DESCRIPTION
Johnny broke his screen

Device Details v Cancel Confirm

Contact Information v
Location Information v
Ticket status

N successfully updated
Service v upd

+ Add a Public Comment




6. Close a Ticket
After a ticket has been resolved, a technician or admin can close the ticket.

Update Status to: Closed

~— Comment




7. Reopen a Ticket
After a ticket has been closed or resolved, you can reopen a ticket by Taping “Not Fixed”.

Ticket Details

2862 W Close

Broken screen

Submitted On Last Edited
Yesterday at 10:29 Today at 14:36
Problem Type Time Tracked
CB Broken Screen 00h 00m
DESCRIPTION

Johnny broke his screen

Device Details v
Contact Information v
Location Information v

Ticket status

. successfully updated
Service y upd v

+ Add a Public Comment

NOTE: Permissions and Restrictions
If a technician's permissions are restricted, they may not be able to change the ticket status or
approve tickets. In this case, an admin must grant permission for these actions.



Editing Custom Fields

When a ticket is created, the problem type selected uses a custom ticket template set by the
admin in the web application. These templates are predefined and cannot be edited through
the mobile app. However, custom fields within the ticket can be modified during editing.

Scroll to the Custom Fields section.

Tap the edit pencil icon next to the custom fields to make changes.
After editing, Tap Update to save your changes.

If you Tap cancel, no changes will be saved.
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& &
Ticket Details Edit Details Custom Fields
DESCRIPTION Parts Required
help please ASAP! o
Costs
Device Details v
0/1000
Due Date Required b
Contact Information v R '“e i
. . Othy
Location Information v <
0/1000
Service Groups and Followers v
Repair Stage
v
Custom Fields 14 ~
Technician List
Parts Required Costs
v
Due Date Required by Other
09/06/2024 -
Repair Stage Technician List
Waiting on part delivery
‘ Cancel Update
+ Add an Attachment
— —

NOTE:
o Editing custom fields may trigger a routing rule, potentially updating the ticket's status
or assignment.
e Only the Custom Fields section can be edited on the mobile app, while the rest of the
ticket template, customized by the admin, remains un-editable.



Public Comments

The Public Comment feature allows admins, technicians, and other users to share comments
on a ticket that are visible to all users with access to that ticket. These comments are vital for
transparent communication and collaboration across teams. Public comments support rich text
formatting, emojis, hyperlinks, and media attachments.

(=
Ticket Details
Contact Information v
Location Information v
Service Groups and Followers v
Custom Fields v

Activity
@ Public Comments @ @

AnnaMaria Gallozzi Just now

Thank you for the call today! I have everything we

need. &

Leo Silva Sep 06 at 11:38

call me

+ Add a Public Comment

Steps to Submit a Public Comment:

1. Open a ticket to navigate to the Ticket Details page.

2. Scroll down to the Activity section and Tap on Public Comments.

3. Tap Add a Public Comment at the bottom of the page

4. Type your public comment using the rich text editor. Available formatting options
include:

o Bold, /talic, and Underline.
o Emojis: You can add relevant emojis for more expressive comments.
o Hyperlinks: Add links to external resources or related information.

5. Tap Create to submit your public comment. The latest public comment will appear
at the top of the list, with previous comments below it. The page will continue to
scroll and comments will be shown in the mobile app.

6. Each comment will be added to the list in reverse chronological order.



Character Limits:

e Minimum: 1 character.

e Maximum: 8,000 characters per comment. Longer comments will include a
"Show/Hide" option to expand or collapse the text.
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Ticket Details

Add a Public Comment

Public Comment

Thank you for the call today! | have
everything we need. gl
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58/8000

Cancel Add Comment

123 space return
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Editing Public Comments
The Edit Public Comment feature allows users to modify previously submitted public
comments. This is useful for correcting information or adding additional context. The feature
supports all the same rich text formatting and attachments as the original public comment.
Steps to Edit a Public Comment:
1. Inthe Activity section of a ticket, locate the public comment you wish to edit.
2. Tap the three dots (ellipsis) next to the public comment and select Edit.
3. Modify the text in the rich text editor, applying any formatting as needed (bold,
italic, underline).
4. Tap Update to save the changes. (Updating a public comment will not trigger a
notification email or notification in the bell icon)
5. If you Tap Cancel, your changes will be discarded, and the original public comment
remains unchanged.
6. The edited public comment will be updated in the public comment list with the new
content.



Deleting Public Comments
Admins and technicians can delete their public comments if they are no longer relevant or were
posted in error. Deleting a comment does not unsend the email notification of that comment.
Steps to Delete a Public Comment:

1. Inthe Activity section of a ticket, locate the comment you wish to delete.

2. Tap the three dots (ellipsis) next to the comment and select Delete.

3. Confirm the deletion. The comment will be permanently removed from the list and

will no longer appear in the ticket's activity.

Private Notes

The Private Notes feature allows admins and technicians to document internal notes that are
only visible to authorized users. These notes are not shown to end users or external viewers,
making them ideal for internal discussions or tracking information.

NOTE: Private notes are hidden from users who do not have permission to view them. If private
notes are disabled for your role, this section will not be visible.
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Ticket Details

Add a Private Note

Private Note

Ordered a new battery |
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Cancel Add Note
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Steps to Add a Private Note:
1. Open a ticket to navigate to the Ticket Details page.
2. Scroll down to the Activity section and Tap on Private Notes icon.
3. Tap Add a Private Note at the bottom of the page.
4. Enter your note and apply formatting such as bold, italic, or underline. You can also:
o Add attachments such as images, documents, or media.
o Insert hyperlinks to other resources.
o Include emoijis for clarity or emphasis.
Tap Add Note to save the private note, or Cancel to discard it.

Add a Private Note

Private Note

| have attached a previous project plan
to the ticket. Feel free to edit and
reuse it.

u s A O ©

87/8000

Cancel Add Note



Steps to Edit a Private Note:

1.
2.
3.

In the Activity section of a ticket, locate the Private Note you wish to edit.

Tap the three dots (ellipsis) next to the public comment and select Edit.

Modify the text in the rich text editor, applying any formatting as needed (bold,
italic, underline).

Tap Update to save the changes. (Private notes do not trigger email notifications
that include the message, editing a private note will not trigger an email notification
atall.)

If you Tap Cancel, your changes will be discarded, and the original private note
remains unchanged.

The edited public comment will be updated in the private note list with the new
content.
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Ticket Details

Contact Information

Location Information v Edit a Private Note

Private Note

I have attached a previous project plan to

Service Groups and Followers v 4 A
the ticket. Feel free to edit and reuse it.

Custom Fields v
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Activity
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Cancel Edit Note

o3 & Private Notes @

AnnaMaria Gallozzi Just now

I'have attached a previc

& Edit
ticket. Feel free to edit &

Delete

Anna Maxin 4 hours ago

Need to create a project plan for this

+ Add a Private Note

Deleting Private notes

Admins and technicians can delete their private notes if they are no longer relevant or were

posted in error. Deleting a comment does not unsend the email notification of that comment.
Steps to Delete a Private Note:

4,
5.
6.

In the Activity section of a ticket, locate the comment you wish to delete.

Tap the three dots (ellipsis) next to the comment and select Delete.

Confirm the deletion. The comment will be permanently removed from the list and
will no longer appear in the ticket's activity.



Attachments

Attachments are a crucial part of ticket management, allowing users to upload files that provide
additional context or documentation. Users can add up to 3 attachments per ticket when
creating a new ticket or up 100MB on existing tickets with a variety of supported file types.

Steps to Add Attachments:
1. When creating or editing a ticket, tap the Add an Attachment or Browse Files button.
2. A popup will appear with the following options:
o Camera: Take a new photo and upload it.
o File Library: Select a file from your device’s photo library.
o Document: Upload a document from your device (e.g., PDFs, Word documents).
o Cancel: Close the popup without uploading anything.
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Ticket Details Ticket Details
Device Details v
Device Details v
Contact Information v
Contact Information v
Location Information v
Location Information v
Service Groups and Followers v
Service Groups and Followers v
Custom Fields v
Custom Fields v
Activity
po:3 ¢ @ Attachments
Camera
AnnaMaria Gallozzi Just now
Photo Library 91E22DF1-C122-4A9C-817C-
NOACADAFATIAC ALOAL ANAAACEANE
U 9 File uploaded successfully
Document
Cancel
R —— + Add an Attachment

3. Once the file is uploaded, a loading indicator will appear. After the file is uploaded,
when creating a new ticket, you’ll see an "x" icon next to the attachment, allowing you
to remove it if needed. When you are editing an existing ticket, there will be a vertical
ellipses with the options to download or delete the attachment.



File Type Limits:
e You can upload a maximum of 3 files per ticket when creating a new ticket
e If you are adding attachments to an existing ticket you can have up to 100MB per ticket.
e Supported file extensions include:
o Images: .jpg, .jpeg, .png, .gif, .bmp
Documents: .doc, .docx, .pdf, .txt, .csv, .xIsx, .ppt, .pptx, .rtf
Videos: .mp4, .avi, .mov, .wmvy, .flv
Audio: .mp3, .wav
Emails: .eml, .msg
o Archives: .zip
o File Size Limit: Each ticket can contain up to 100MB of attachments.
o If you attempt to upload more than 3 files or exceed the size limit, the system wiill
display an error message:
o “Maximum 3 files are allowed.” (these error is only when creating a new ticket)
o “Maximum of 100MB of files is allowed for each ticket.”
o "File type not allowed" (for unsupported formats).

O O O O
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Removing Attachments:
e Toremove an attachment, Tap the "x" icon next to the file. The attachment will be
deleted from the ticket.



The Contact Information and Location Information sections in a Help Desk Ticket Details allow
users to easily communicate with team members via email or phone and view/edit location-
related data. This feature enhances direct communication and keeps essential contact details
accessible.

® James Bond

chapolincolorado@aol.com @)

Q, 5554443333

Viewing Contact Information and Initiating Actions

1. Open a ticket to navigate to the Ticket Details page.

2. Scroll down to the Contact Information section, observe the details displayed:
o Assigned Technician
o Submitted By
o Last Edited By

3. Tap onany name to initiate an action. A pop-up will display options:
o Email: Tap to open your email client with the recipient's email address pre-filled.
o Copy Email: Tap the Copy icon and the email address is copied to your clipboard.
o Phone (if available): Tap to initiate a call directly to the provided phone number.

NOTE: By emailing outside of public comments or making a phone call, these actions will not be
tracked in the ticket.



Initiating an Email
1. Tap the email address of the Assigned Technician, Submitted By, or Last Edited By.
2. Your default email client will open, with the recipient’s address pre-filled, ready for you
to compose a message.

4:18

Cancel

New Message

chapolincolorado@aol.com

curvier-wombatOt@icloud.com




Initiating a Phone Call
1. Tap the phone number associated with the Assigned Technician, Submitted By, or Last
Edited By.
2. Tapping the number will initiate a direct phone call (Not applicable for iPad users).

L 2 lamac Rand

. Call (555) 444-3333
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Cancel

Contact Information Without a Phone Number
1. Tap on the Contact Information section.
2. Observe that no phone number field is displayed if a number is not available for the
contact.



Service Groups and Followers

Leveraging Service Groups and Followers streamlines communication and enhances
collaboration. Service Groups allow tasks to be assigned to specific teams, ensuring efficient
task management and clear ownership. Followers can stay informed on ticket progress without
being assigned tasks, maintaining visibility into the workflow.

For seamless communication, users can easily interact with Followers by tapping on their name
to quickly email, copy their email address, or call them if a phone number is available. This
ensures that the right people stay connected and up-to-date throughout the ticket’s lifecycle.
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Service Groups and Followers ~
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Viewing Service Groups and Followers:
1. Open a ticket to navigate to the Ticket Details page.
Scroll down to the Service Groups and Followers section.
Tap on the Service Groups section to view the list of people in the service group
Tap the Followers names to view their contact information.
Tap on any Followers’ name to initiate an action. A pop-up will display options:
o Email: Tap to open your email client with the recipient's email address pre-filled.
o Copy Email: Tap the Copy icon and the email address is copied to your clipboard.
o Phone (if available): Tap to initiate a call directly to the provided phone number.
NOTE: By emailing outside of public comments or making a phone call, these actions will not be
tracked in the ticket.
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AnnaMaria Gallozzi Leo Silva

Chuck Mancuso Alexa Vecchio
Adrian Dimitrov AnnaMaria Gallozzi

Aminata Mbacke Leo Lion

ENABLED NOTIFICATIONS

e Weston Hall

--None -
whall@frontlineed.com




Steps to Add Service Groups:
1. Open a ticket to navigate to the Ticket Details page.
2. Scroll down to the Service Groups and Followers section.
3. Tap the Assign Service Groups icon (person with edit pencil)
4. Select up to 5 Service Groups from the available options.
o If more than 5 service groups are selected, an alert will appear, and the excess
groups will be deselected.
5. Close the pop-up to save your selection

ADD FOLLOWERS ADD SERVICE GROUPS

— User — Search

Q Q

Note: You can select up to a maximum of 50 items Note: You can select up to a maximum of 5 items
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Steps to Add Followers:
1. Tap the Add Followers button (person with edit pencil)
2. Select up to 50 followers from the list of available users.
o If more than 50 followers are selected, an alert will appear, and the additional
users will be deselected.
3. Close the pop-up to save your selection
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Contacting Followers:

The Service Groups and Followers section in a Help Desk Ticket Details allows users to easily
communicate with Followers via email or phone. This feature enhances direct communication
and keeps essential contact details accessible.

Initiating an Email
3. Tap the email address of the Followers
4. Your default email client will open, with the recipient’s address pre-filled, ready for you
to compose a message.



Cancel

New Message

chapolincolorado@aol.com

From: curvier-wombatOt@icloud.com




Initiating a Phone Call
3. Tap the phone number associated with Followers.
4. Tapping the number will initiate a direct phone call (Not applicable for iPad users).



