Help Center

Enterprise Service Management

Ticketing Module

User Guide

Find More- rezolve.ai/help-center



https://www.rezolve.ai/help-center

Contents

Ty niaTe TN L@ 1 1= T 5
N[@ )Y/ Te T} 110 o T =@ T 5
(D01 g eTeT e (e IR PSP P PP PP PP R OPPPPPPPPPPO 7

TICKET MO e 8
TICKETNG REIATEA ROIES.....eeiiiiiiiiiiiiieiiei ettt aeaasasaaaaassssssssssasssssssssssnnnnnnes 8
Setting up users and queues IN TICKET MM .....uiiiiiiiiiiiiie . 9

Creating a TICKETNG QUEUE .......uiiiiiiiee ettt e e e e e e e e eavraaaaeeeeeas 9
ACCESS IEVEI NEEAECA ...t e e 9
PrEIEOUISITE .uvviiiieiiiiiiittt ettt aaaaaaasaasasssssssssssssssssssssssssssnsnnssnsnnsnnnnns 9
INSTIUCTIONS .ttt e ettt e e ettt e e e et e e e e s bbaeeeesbneeeeas 9

CreOte O USET QUEUE .....uuiiiiiii s e e e nnnas 10
ACCESS IEVEI NEEAEA ...t e 10
PrE-TEOUISITE ceeiiieeeeee ettt e e e e e et e e e e e e e e a e e e e e e e e e e nnaaaaaaaaaaaas 10
INSTIUCTIONS .ttt e ettt e ettt e e e sttt e e e s nbteeeeenneeeeas 10

Add a new agent/support staff to ticketing module .........cceeevieeiiiiiiiiiiieeee, 10
ACCESS IEVEI NEEAEA ...t e e 10
PrE-TEOUISITE ceiiiieeeeeee et e e e e et e e e e e e e s e bbbt e e e e e e e e e e nnaraaaaaaaaaas 10
INSTIUCTIONS .ttt e e ettt e e e ettt e e e sttt e e e e nteeeeeeneneeeas 10

Add an agent/support staff to a new or existing ticketing queue..........ccooeeeeeennnnn... 11
ACCESS IEVEI NEEAECA ... e 11
PrE-TEQUISITE ..ttt aaaaaatatasassssssssssssssssssssssssssssnsnssnnnnnes 11
INSTIUCTIONS .ttt ettt e e ettt e e e ettt e e e ettt e e e snbteeeesanbeeeeeenreeeeas 11

Ticketing Category HIEIAICRY .......uuiiiiiiiiiiiiiiiiiieee e aaaaaaasasssaaaassaassasessaaee 11

Adding Another Level to Ticketing Category HIerarChy ........eeeeeeeeecciieeeeeee e, 12
ACCESS IEVEI NEEAECA ...t e 12

Rename an existing Ticketing Category Hierarchy level .........ccccovveeeeiiiiiiieeieeeeee, 13
ACCESS IEVEI NEEAEA ... et 13
INSTIUCTIONS ettt ettt e et e bt e et e e et e e sabaeeeaaeees 13

Add a Domain to Ticketing Category Hierarchy level ........coooooeeeeeieeeiiieeeeeeeeeeeeeeee, 14
ACCESS IEVEI NEEAEC ...t 14
INSTIUCTIONS .ttt ettt e e ettt e e e et e e e et e e e e e st e e e e eanrneeeas 14

Add a Category to the Ticketing Category Hierarchy level.........occcovvvieeeeeeeeccinnnee. 14



ACCESS IEVEI NEEAEA ...ttt e et st e et s ernseeanes 14

INSTIUCTIONS .ttt ettt e e ettt e e e ettt e e e ebbb e e e e e abeeeeeeabeeeeas 14
Add a Sub-Category to the Ticketing Category Hierarchy level .........cccoooeeeeeeennnn. 15
ACCESS [EVEI NEEAEA ... 15
INSTIUCTIONS .ttt e et e e sttt e e e st e e e e s sreeeeesanneeeens 15
SETHNG SLA fOF QUEUES. ...ttt e e e e e e e sttt e e e e e e e s e nssbaraaaeaeeeeennnnes 16
DEFAUIT VAIUBS ...ttt et e e et e e e st e e e e aaaeeeas 16
Resolution SLA DefQUIT VAIUES ... 16
RESPONSE SLA DEfQUIT VAIUES......uviiiiieiiiiiii e aaasasssaaesanes 16
Business HOUrs DefAuUIt VAIUE........ccooiiiiiiiiieceeee e 16
HOlIAQYS DEFAUIT VAIUES .....eeeiiiiiiieiit s aasaasaaassssassssansnnes 16
Business Hours Configuration ........coooviiiiiiiiiiiieeeeeeee, 17
ACCESS [EVEI NEEAEA ... 17
INSTIUCTIONS .ttt e et e e ettt e e e sttt e e e st e e e e sasrneeeas 17
ale]lTele )V N @le] a)ile]U] e | ([e] o FUr USSP PPPSPR 17
ACCESS IEVEI NEEAEC ... e 18
INSTIUCTIONS .ttt ettt ettt e e ettt e e e ettt e e e sabte e e e s nbteeeeennbeeeeas 18
CoNFIGUING CAlENAAIS ... e as 18
ACCESS [EVEI NEEAEA ... 18
INSTIUCTIONS .ttt ettt e e ettt e e e ettt e e e sttt e e e st eeeesnraeeeas 19
Configuring RESOIUTION SLA GOQIS ..eeieieeeeciiiiiieeee et e e e e e e e e e 19
ACCESS IEVEI NEEAECA ...t e 19
INSTIUCTIONS ettt ettt e ettt e e e et e e e e ettt e e e sabbeeeeenbeeeeeennneeeeas 19
DEFAUIT VAIUBS ..ottt et e e e e e 20
Configuring RESPONSE SLA GOQIS ...eeieieeeeciiiiiieeee ettt e e e e e e e e e e e e eearaaaeeeaeeens 20
ACCESS IEVEI NEEAECA ...t e 20
INSTIUCTIONS ettt et e e ettt e e e ettt e e e e bt e e e e sabbeeeesnbeeeeesnneeeeas 21
Mapping SLA Goals and Calendar to O QUEUE ..........uvvvveieeieeeciiiieeeee e 21
ACCESS IEVEI NEEAEA ...t 21
INSTIUCTIONS ettt ettt e et e et e e bt e e st e e s e e eaaaees 21
SLA REPOMING i 22
CUSTOM TICKETNG STATUS ...ttt e e e e e e eaaaaees 23
Creating a New Status fOr TICKETS. .. ... e 23
ACCESS IEVEI NEEAEC ...t 23

NS U CTIONS ettt et e e et e e e e et e e e e e et e e e e e et e eaaeeeaeeeens 23



Update Custom Created STAtUS ..ot e e eeeens 26

ACCESS [EVEI NEEAEA ... 26
INSTIUCTIONS ettt et e e et e e st e e e st e e e e s bteeeeesasneeeens 26
Deleting Custom Created STAtUS ... 27
ACCESS IEVEI NEEAECA ... e 27
INSTIUCTIONS ettt ettt e e ettt e e e ettt e e e eab bt e e e e abeeeeeeabaeeeas 27
MY TICKETS 29
Modify the # of Tickets Displayed per Page on the My Tickets Page ........cccceeennnn. 29
USING FITEIS e, 30
SEANCN fOr A HCKET ot e 33
Creafing A NEW HICKET ..o e e e e e e eeaeeeas 34
REVIEW CNOT TrONSCIIDT ittt e e e e e e e e e ee st e eeeeaaeeees 35
Add WATChErs 10 O TICKET .....uiiiiiiiee et e e 36
Creating a Requester or Watcher MANUAIY ........eioieieieeececceeeeeeeeeeeeeee e 37
Updating an existing 0pen HCKET ........eeiiiiiiiieeeeeeee et 39
Y e e 1 ale el NN le] (= IR PPUPPPPPPPPRPPPPPRRt 40
Tagging SOMEONE IN A NOTE . e e e e e e e e e e e e 42
AddING AN ATTACHMENT ..t eaaaaaaaasaasssaarsaaaae 43
ASSIGN A TICKET TO SOMEONE ....iiiiiiiie ettt e e e e e e abaaaaeaa e 43
Unassigning a Ticket from SOMEONE ........uuvuiiiiiiiiiiiiiiiiiiiiiiveaaae e 44
Assigning a Ticket 1o anNOther QUEUE .......uuviiii i 45
RESOIVE O TICKET ..ttt e et e e e ee e 46
REOPEN O TICKET .ttt aaastaaaaaassasssssasssssssssssssssnnnnnnes 47
PriNTING O TICKET ..ottt baaaaaasaaasaassaasssssssesssssssssssssnnnnnes 48
ACCESS [EVEI NEEAEM ...ciiiiiiii e e 48
INSTIUCTIONS ..ttt e et e e et e e e st e e e et e e e e sanaeeeenans 48
TICKET AQENT SUDEIVISON ..ttt e et e e e e e e e s e e e e e e e s eeassraaaaaaaaeeeennnnes 50
Assigning a Ticket Agent Supervisor o A QUEUE .......ccceeiviiiiiiie e 50
ACCESS IEVEI NEEAEA ...t 50
PrE-TEQUISITE ..ttt aa et aaeaaasssssaaassassssssssssssssssssnnnnnnnnnes 50
INSTIUCTIONS .ttt ettt e e ettt e e e ettt e e e et e e e e e nbeeeeeeasnneeeas 50
ClOSING A TICKET . e et e e e e e e e e a e e e e e e e e e nsaraaaaeeaaeans 51
ACCESS IEVEI NEEAEBA ...ttt e 51
PrETEQUISITE .ottt aa ettt ataesssssaassassssssssssssssnsnnnnnnnnnnnes 51

NS U CTIONS ettt et e e et e e e e et e e e e e et e e e e e et e eaaeeeaeeeens 51



TICKETING REIPIOIS. ..ttt ettt e e e sttt e e e ettt e e e s abaeeeeenbtaeeeennaeeens 52

ADOUT TICKETING REPOITS oottt s e aeaasaasaasasessasssaaanes 52
RUNNING O TICKETING REPOI ..ttt aaaaassasaasssaaaeaee 53
ACCESS [EVEI NEEAE ....oiiiiiiii e 53
INSTIUCTIONS ..ottt e et e e ettt e e st e e e et eeeesanaeeeenans 53
General terminologies used in out of box ficket setup ... 55
ST Y to  ale e 1= aT=] ol FU O UPTU PR 56
VIMTUGT AQENT ROIES ..ottt e e e e e aeaaaaaa s aasaasassaassssssssssssssssssssssssnnnnns 56
Edit O USEI ACCOUNT ...ttt ettt e e ettt e e e ettt e e e e 56
Activate and Deactivate an ACCOUNT c......iiiiiiiieceeec e 58



REZ®LVE.Qi

GETTING STARTED
Welcome to your Admin Portallll In this manual we will look at the various sections of the Admin
Portal, what they are and how to use them.

After logging in you are automatically faken to the Dashboard. We will have a more detailed
look aft this shortly.

On the left of the screen is the Navigation Pane. You will use this fo move around the portal. In
this manual, we will go over the various sections and how o use them.

Navigation Pane

The Navigation menu can be always be found on the left side of your screen except when using
the Virtual Agent section.

What you are able to see in the navigation pane depends on what roles you have been given in
the Admin Portal.

neslReeRk... © a

Virtual Agent Mgmt v

~" Reports

< Knowledge Mgmt

Supervised Learning

Taxonomy User Interaction

= Settings
Live Chat

Admin App

Virtual Agent 20

Nov 24 Dec & Dec22 Jan 5 Jan19 Feb 2 Feb 16 Mar 1 Mar 13

Performance Need Training Average Feedback
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1. Virtual Agent Mgmt is where you will manage the boft. It includes the Dashboard, Reports,
Knowledge Mgmt, Supervised Learning, Taxonomy, and Settings.

2. Ticket Mgmt is used to manage the Ticketing system. It includes My Tickets (ticket landing page
with SLA dashboard) and Ticket Settings.

3. Live Chat is used to manage the Live Chat. It includes My Chats (Dashboard for chat section),
Live Chat Settings, and Review Chat.

4. Admin App is used fo manage users and attributes for restricting their usage. It includes the User
Management and Aftribute modules.

5. Virtual Agent is where you can test the bot.

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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On the Dashboard, you can find some basic information on the ficket performance:

Selected Inferval: 20 Sep - 20 Oct O Reset All Today
Tickets by Status Tickets by Channe Resolution Time [hrs)
Ticket by Gueue & Status First Response Time (mins]
Bat Performance Agent Perfarmance

You have an overview on:

e Tickets by Status

e Tickets by Channel

e Resolution time

e Tickets by Queue & Status
e First Response Time

e Bot Performance

e Agent Performance

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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TICKET MGMT

This is used to :

1. Manage all tickets that are created in the system by end-users from the Virtual Assistant. Option
to access this feature is My Tickets.

2. Manage all tickets that Support Teams (IT, HR, Facilities) will create from ticket portal provided by
Actionable Science. Option to access this feature is My Tickets.

3. Manage user queues - This is used to manage the queues for different domains, add/remove
users from this screen. Option to access this feature is User Queue.

4. Manage Settings: Includes managing of support email ( the email address from which ficket
creation nofifications are sent fo end-user), default email cc ( the email address to which a copy
of ticket creation nofification is sent ) for Support teams, ticketingAdminUSer ( the name of a user
who manages the user queues. Option to access this feature is Setting.

° CREATE TICKET

LGTTEER e NI My Queues - Unassigned ( 24 Submitted by me ( 331 My Queues - All { 59
Domain Updated
Ticket # a Submitted Ona  Froma Subject Statusa = Category s LastUpdated»  Assigned To .

BMP-0666) May-05-2020 Actionable test InProgress  HR Others May-05-2020 actionablescience@bunim-murray.com
07:15:07 PM Science 07:20:19 PM actionablescience@bunim-murray.com

Ticketing Related Roles

Ticket Agent: This is required for a user o be able to access the ficketing module. Once added,
the user can see the tickets for the queues to which they are added.

Ticketing Admin: This is required for a user to be able to manage user queues (add/remove users
from the queue).

Ticket Agent Supervisor: This is required to a user who will be monitoring queues.

Ticket User: This is required for end-users to be able to view the tickets submitted by them.

Note: If someone is a Ticket Agent, they should not be assigned the Ticket User role.

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.

11501 Dublin Blvd STE 200, Dublin, CA 94568 —_


mailto:info@rezolve.ai
http://www.rezolve.ai/

REZ®LVE.Qi

Setting up users and queues in Ticket Mgmt

Creating a Ticketing Queue

Access level needed
v Ticketing Admin
Prerequisite

v If you do not need the queue to be available as an option in the bot, you can create the queue.
v' If you do need it to be an option when creating a ticket in the bot, please talk to your Customer
Success Manager.

Instructions

1. To create a queue, navigate to Ticket Mgmt - > Queue.
2. Click on Create
3. Fillin all details as instructed below

e Queue Name: Provide the queue with a name.

Note: This can't be changed later. The Queue would need fo be deleted if rename is
requested.

e Description and Condition Name: Provide Descriptfion (ex Route to IT) and Condition Name
(ex IT_Helpdesk).

e Condition Syntax: Remove and input n/a or none. The Rezolve team will update this field for
any routing rules. Default queues keep the syntax blank.

e Rank: 1 (Default) or 100 (secondary)

Note: Default queues (the queues that are routed directly by the bot), should be created
ONLY by the Rezolve team as additional configuration will be required.

e Supervisor: Select queue supervisor from drop down list.

e Queue Type: Select Public

e Calendar, SLA Goals and Response SLA Goals: not required for queue set up but required for
SLA settings.

e Status: Select Published

e From Email: Leave blank

e Agent Config: Select Configured

e Team: Select the appropriate Team

e Client App: Select Ticket

e |tem Type: Select Default

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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4. Click on Create

Create a user queue

In order for you to add agents to a Queue, you must first create a user queue if it isn't avaible
already.

Access level needed
v Ticketing Admin
Pre-requisite

v A gueue is already created by the ASC team in their server so that clients can add users to it.
Inform the ASC team to create a queue before you can add users / create user queues.
v' If you have already done so, and do not see the queue listed follow the steps below.

Instructions

1. To create a queue, navigate to Ticket Mgmt - > User quevue.
2. Click on Create
3. Fillin all details as instructed below
¢ Queue Name: Start typing in the name of the queue that ASC has created on your request
as a part or pre-requisite and select the desired one.
e User Name: Adding users who need to be a part of this queue
e Status: Select Published from the dropdown
4. Click on Create

Add a new agent/support staff to ticketing module

Access level needed

v Ticket Admin

Pre-requisite

v'User has already access virtual agent once and is available in User Management as a User with
role “Ticket agent”.

Instructions

1. Elevate user access to be a ticketing agent by adding role Ticket agent from User Management.
2. Once complete you can follow the steps outlined in

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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NOTE: To see the changes in access a user must logout and log back in.

Add an agent/support staff to a new or existing ticketing queue

Access level needed
v' Ticketing Admin
Pre-requisite

v Queues are already created. If not, please follow steps to
v' The user that needs tfo be added is already a part of ficketing and has occessed ficketing
module at least once and has a role assigned "“Ticket agent”

Instructions

1. Click on Queue Name that you want to modify.

2. Under Username, start typing in the username that you want to add. The user will come as a
suggestion. Select the user.
NOTE: If you don’t see the user come under the suggestion, then the user is not available in

ficketing or has not accessed ticketing at least once, go fo

3. Select Status as Published from Dropdown.
4. Click on Update.

Ticketing Category Hierarchy

By default, the ticketing Category hierarchy is broken into 3 levels in a ficket; Domain, Category
and Sub-category. We allow you to rename these levels, add additional levels or add values
under each level.

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Query Defails
Queue
Subject
Priority
Domain M
Source
Category -
Status
Subcategory -
Requested For Onboar
Description -

Adding Another Level to Ticketing Category Hierarchy

Access level needed
v Ticket Admin

Instructions

Select Ticket Management

Select Settings from the Ticketing sub-menu

Select Category Hierarchy

Click ‘Add new Level’ to add a new level your hierarchy.

RN PE

CATEGORY HIERARCHY

L1 Domair Mapped Field : domain
L2 Categor Mapped Field : category
L3 Sub Catego Mapped Field : subCategory
+ Add N

5. Type alabel for your hierarchy in the box that appears
6. Click ‘Update’ button when done

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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L1 N Mapped Field : domain
L2 Categony Mapped Field : category
L3 Sub Catego Mapped Field : subCategory
+addn

Rename an existing Ticketing Category Hierarchy level

Access level needed
v Ticket Agent Supervisor

Instructions

Select Ticket Management

Select Settings from the Ticketing sub-menu

Select Category Hierarchy

Find the level you would like to rename and modify it
Click '‘Update’ button when done

ukhwn e

L1 Doms Mapped Field : domain
L2 Categon, Mapped Field : category
L3 Sub Catego Mapped Field : subCategory

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Add a Domain to Ticketing Category Hierarchy level

Access level needed
v' Ticket Agent Supervisor

Instructions

Select Ticket Management

Select Settings from the Ticketing sub-menu
Select Category

Click + Add New Domain

Enter the:

A. New domain in the label box

B. Click Add

ukhwnN e

Create New Domain

Add a Category to the Ticketing Category Hierarchy level

Access level needed
v' Ticket Agent Supervisor

Instructions

Select Ticket Management

Select Settings from the Ticketing sub-menu

Select Category

Click on the Domain you would like to add the category to
Click + Add Category

Enter the:

A. New Category in the label box

B. Click Add

ounswNRE

This document contains proprietary information owned by Rezolve.ai and must not
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Create Mew Category 4

Add a Sub-Category to the Ticketing Category Hierarchy level

Access level needed
v Ticket Agent Supervisor

Instructions

Select Ticket Management

Select Settings from the Ticketing sub-menu

Select Category

Click on the Domain and then the Category you wold like to add the sub-category to
Click + Add Sub Category

Enter the:

A. New Sub-category in the label box

B. Click Add

ok wWNE

Create New Sub Category ®

Labse

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Setting SLA for Queues

Rezolve.ai ticketing system is enabled with SLA calculation and reporting capabilities. With this
feature, each queue can now have a Calendar and SLA Goals mapped to it. The Calendar

setup includes Business hours, Holidays and Time Zone.

If you do not set up SLA Goals or Calendar, it will remain the default values.

Default Values
Resolution SLA Default Values

Critical = 1 hour
High - 4 hours
Medium - 8 hour
Low - 24 hours

Very low - 168 hours

Response SLA Default Values

Critical and High - 0.5 hours
Medium - 1 hour

Low - 4 hours

Very low - 8 hours

Business Hours Default Value

Monday to Friday 8 am to 5pm

Holidays Default Values

NAME DATE

New Years Day 2021-01-01
Juneteenth National Independence Day 2021-06-19
Independence Day 2021-07-04

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Veterans Day 2021-11-11

Christmas Day 2021-12-25

Business Hours Configuration

Access level needed

Tenant Admin

Instructions

Tenant Admin can add business hours from Admin App > Global Setftings > Business Hours.

This screen is used for configuring the working hours, working days and off days.

BUSINESS HOURS Back 1o Lis

Mond. © Open IS ©
ues «© Open 600 ® 70 ©
[ o) Open Q@ [}
Thursd. «© Open 600 ® 70 ©
[ o) Open Q@ [}

Closed

Status Published v

Holidays Configuration

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Access level needed

Tenant Admin

Instructions

Tenant Admin can add Holiday list by:

1. Going to Admin App > Global Settings > Holidays
2. Click Create button

HOLIDAYS Back 1o Lis
Haoliday Label o
Calendar NAME DATE ACTIDN@
— Published v
Create

Click on the 'Plus +' action button to add a new holiday.
Type the name of the Holiday and select the date.

Click save once you add a holiday.

Click 'Create' once you are done adding all your holidays.

oA ®

Configuring Calendars

Access level needed

Tenant Admin

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Instructions

A calendar is used for defining the availability of a queue. When creating a calendar,
the Tenant Admin needs to select the previously created list for business hours and
holidays associated with that queue.

1. Go to Admin App > Global Settings > Calendar
2. Now you can add or update a calendar.
e To configure a calendar, select the Business hours and Holidays list.

CALENDAR
Calendar Label = C enc
TimeZone = US/Central -
Holidays = Default Holidays v
Business Hours ~ Default Business Hours v
Status ~ Published e

Configuring Resolution SLA Goals

Access level needed

Ticket Admin

Instructions

Currently, Ticket Admin can configure the Ticket Resolution SLA goals for Critical, High, Medium,
Low and Very Low priority fickefs.

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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SLA Goal Labe

Goal Definition PRIORITY TIME TO CLOSE I (HOURS)

-Select-

Ticket Admin can create different Resolution SLA goals for different queues. To add SLA goals:

1. Go to Ticket Management > Settings > SLA Goals
2. Enter the SLA goal for that priory in hours
3. Set Status to Published
4. Click Create
Default Values
If you do not set up SLA Goals or Calendar, it will use the default values.
e Crifical =1 hour
e High -4 hours
e Medium -8 hour
e Low-24hours
e Verylow - 168 hours

Configuring Response SLA Goals

Access level needed

Ticket Admin

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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Instructions

Currently, Ticket Admin can configure the Ticket Response SLA goals for Critical, High, Medium,

Low and Very Low priority fickefts.

RESPOMSE SLA

Respanse SLA Labe

Goal Definition

Status

PRIGRITY TIME TO CLOSE IN (HOWRS)

—Select-

Ticket Admin can create different Response SLA goals for different queues. To add SLA goals:

Set Status to Published
Click Create

el N

Go to Ticket Management > Settings > Response SLA
Enter the SLA goal for that priory in hours

Mapping SLA Goals and Calendar to a Queue

Access level needed

Ticket Admin

Instructions

This document contains proprietary information owned by Rezolve.ai and must not

be distributed outside without authorization.
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Once the calendar and SLA goals are configured Ticket Admin can use them while creating a
queve.

Go to Ticket Management > Queue

Select the queue you would like to associate the SLA to

Select the appropriate Calendar from the drop down next to Calendar
Select the appropriate Resolution SLA from the drop down next to SLA Goals
Select the appropriate Response SLA from the dropdown next to

Click Update

oW~

Gueus Details

Gueue Mame Drefault

Descriphar

Cendiban Mame ©

[

Condibor S WTIBE

Supervisar

Gueue Type MA

Calendas

SLA Goals

Respanse SLA Goals

Stalus ©

Froar :I"_II :

default

SLA Reporting
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The current 'Ticket Detail Report' is enhanced to give you the SLA Met and Not Met insights.
This report now shows two new columns - Resolution Time (in Minutes) and SLA.

To download this report, navigate to Ticket Management > Reports.

Resolution Time (in Minutes) SLA

240 Mot Met
200 Mot Met
20 Met

Note - In case a ficket is still open the Resolution Time shows as 'N/A" and SLA is calculated by
considering Resolution time as Current Time.

If you do not set up SLA Goals or Calendar, it will use the default values.

Custom Ticketing Status

In addition to the current default Ticket Status of Submitted, Assigned, In Progress, Resolved,
Closed and Re-opened, your company can create your own Ticket Status.

Creating a New Status for Tickets

Access level needed

Ticket Admin

Instructions

1. Go to Ticket Mgmt
2. Click on Ticket Management to expand the Ticketing menu
3. Click on Setftings

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.
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" Ticket Management
£¥ Dashboard
& My Tickets

User Gueus

Reguest
& Reports
Audit Config

Settings

4. From the Setfings sub-menu select Process Flows

Customer Survey

S5LA Goals

Frooess Hows
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5. Now select James-Ticketing Process

¥ Hide Fields~  Record Count [E]

Process Name

James Ticketing.Onboarding Process

6. Click + Create
7. Complete the Update Status configuration screen:

Status Name — Give your status a name

Stop SLA Timer - If you want the SLA clock to stop running while the ticket is in this status,
make sure is checked

Allow Transition from - Select what status the ticket must be in for the one you are creating to
become an opftion.

Transition Labels — Give the button for this status a label

Conditional Fields —

Allow Transition to - Select what status an agent can transition the currently being created
status to when the status is no longer relevant.

Capture notes — Choose if you want the agent forced to add a note when selecting this
status

Make notes Public / Internal — Choose if that note should be a “Public” or “Internal” note
type

Notify requester on status change — Select if the requester should be notified of the status
change

This document contains proprietary information owned by Rezolve.ai and must not
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Ghatus Mame

Shegp BLA Tamer
Allevw Trarsation fram

nProgre:
ransition Labe
Cenditional Fields
-l P Field Mams Dizplay Condition Mandatary  Actions E]

Field

Allevw Trarstian o

nProgre:
Caplure nales [make noles Pubhe Ll I:-\I 4
inbarnal)
Make notes Fubhc / interna blic

’ —
MNodify requester on slatus change » B Cn
Dheeleste Update  Cance
8. Click Save

Update Custom Created Status

Access level needed

Ticket Admin

Instructions

From the menu on the left select Ticket Mgmt

Click on Ticket Management to expand the Ticketing menu
Click on Settings > Process Flows

Now select James-Ticketing Process

Select the Stafus you want to modify

Make your changes

Click Update

Noohk~kowbd =
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Ghatus Mame

Shegp BLA Tamer
Allew Trarsihen fram
nProgre:
ransition Labe
Condibianal Fields .
Field Mams Dizplay Condition Mandatary  Actions E]
Field
Allevw Trarstian o
nProgre:
—
Caphure noles [make noles Public L) v I\ |
inbarnal)
Make nodes Pubhe / interna e
’ —
Modily requester on slatus change o R LA™

Dheeleste Update  Cance

Deleting Custom Created Status

Access level needed

Ticket Admin

Instructions

From the menu on the left select Ticket Mgmt

Click on Ticket Management to expand the Ticketing menu
Click on Settings > Process Flows

Now select James-Ticketing Process

Select the Status you want to delete

Click Delete

oo~ -

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.

11501 Dublin Blvd STE 200, Dublin, CA 94568 info@rezolve.ai | www.rezolve.qi


mailto:info@rezolve.ai
http://www.rezolve.ai/

REZ®LVE.Qi

Ghatus Mame

Shegp BLA Tamer
Allevw Trarsation fram
nProgre
ransition Labe
Condibianal Fields
- el e Field Mams Dizplay Condition Mandatary  Actions E]
Field
Allew Trar
I
—\
Caphure noles [make noles Public L] | ,'
inbarnal)
Al & *ulbd inher
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My Tickets

This is the screen where all tickets land up whether created from Use cases designed in Virtual
Agents or created by Support Teams. This has 4 tabs that help a support agent to see fickefts.
Below is a quick know-how of those 4 talbs:

My Queues - Assigned: This has the tickets that are assigned to the logged-in support user for the
queue (s) they are a member of. The logged-in user can be a part of a single support queue or
multiple support Queues and will see all tickets assigned to them.

My Quevues - Unassigned: This has the fickets that are not assigned to any member of the queues
for which the logged-in support user is a member of. The logged-in user can be a part of a single
support queue or multiple support Queues and will see all tickets not assigned to any member of
those queue(s).

Submitted by me: This is available to end-users as the Self Service portal and includes the ticket
that is created by them. These also include tickets created by Support teams for themselves or an
end-user (applicable for support user only)

My Quevues - All: This has all tickets in all states assigned to the queues that the logged-in support
user is a member of. This includes all fickets that are in My Queues - Assigned and My Queues -
Unassigned including all closed tickets.

ay Resgonze sLa:

° CREATE TICKET

InProgress  HR Others May-05-2020
07:20:19 PM

BMP-0557) May-04-2020
aé:at1s PM

Assigned 1T Email/0365 May-04-2020  Actionable Science
06:01:34 PM

BMP-0551)  May-01-2020 InProgress  HR Genera May-04-2020  Actionable Science

Modify the # of Tickets Displayed per Page on the My Tickets Page

Agents have the ability to choose how many tickets to display per page.

1. Click on Ticket Management
2. Select "My tickets”

This document contains proprietary information owned by Rezolve.ai and must not
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3. Select the tab you want to view
Select the Display dropdown
5. Select the # of how many fickets you would like to display

A

Please Note: The value you select will reflect on all My Ticket tabs.

B coesre ncsxr

Using Filters

1. Click on Ticket Management
2. Select My ticket
3. Click Filter

This document contains proprietary information owned by Rezolve.ai and must not
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CKETS

E CREATE TICKET

4. Click on + Add Filter

MY TICKETS

ﬁ CREATE TICKET

5. Select which Field you would like to use as a Filter

This document contains proprietary information owned by Rezolve.ai and must not
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CKETS

E CREATE TICKET

£ Filer -

o Where Field Mame Operato

+ AddF App
) keep Filiered

6. Select an Operator (Is, Contains or Is Nof)

7. Enter the value that you would like to filter against (Depending on the field this might be a
dropdown.)

8. Click Apply Filter

ﬁ CREATE TICKET

L Fiher -

o Where Statu y Resolved

* AddF App
) keap Filterad
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Search for a ticket

1. Click on Ticket Management
2. Select My ticket
3. Type the ficket number in the search box (found top right)

MY TICKETS

E CREATE TICKET
£ Eilter= Display = 50 result per page
U gned ubm by me | 46¢ Nueues A
Ticket # From Subject a Status = Category Queue a Domain a Submitted  Subcategory
- - On a -

4. Press Enter or click on the magnifying glass next to ticket number
5. The ficket will show in the relevant tab

Please Note: All fickets will show in My Queue — All tab. Unless the ticket is assigned to you or
submitted by you the other tabs will be empty.

6. Click on the ticket number to open it

Ticket # « From «  Subject « Status « Category  Queue « Domain « Submitted  Subcategory

- On a -

7. Make your updates to the ticket

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.

11501 Dublin Blvd STE 200, Dublin, CA 94568 info@rezolve.ai | www.rezolve.qi



mailto:info@rezolve.ai
http://www.rezolve.ai/

REZ®LVE.Qi

8. The ficket will stay on the screen until you click “Update Ticket”, “Back to Ticket List” or “Cancel”

[ICKET DETAILS Back to Ticket Lis

Query Details

Status Assigned
HhE Requested For Dave Kiff
: T Assigned To ascience@icbk.com w
Demain - Asslg

Creating a new ticket
1. Navigate to Ticket Mgmt and click on + Create ticket

@ CREATE TICKET

2. Enter the details like Subject, Domain, Category, Description.
3. Select the oppropret Queue, Priority and Source

This document contains proprietary information owned by Rezolve.ai and must not
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Gueue

Priority

Source

Status

Requested For Rezolve Al

Assigned To

Select the Requested For (if different from Submitted By)

Click on Submit

You will get a message on Top right saying Ticket Submitted.

Navigate to the “Submitted by Me “tab and the ticket will be available as the very first option.

Open the same ficket again and update the Assigned To with the member name you want to assign

the ticket to. The Assigned To field is prepopulated based on Key like Domain and comes up only after

submitting the ticket. Once done, Click on Update.

9. Ticket status can be changed by selecting the next status available on the top right. The status button
will auto change the status based on your current status of the ficket.

10. Ticket Status workflow:

11. Submitted - >Assigned ->InProg ->Resolved - > Close / Reopen

12. You can add/modify fields in an open ficket and click on Update Ticket from the top right at any point
/any stage to have the new changes saved in the ficket.

13. NOTE: The above may vary depending on the customization of your ficketing model

© N o O~

Review Chat Transcript

To see the conversation between the bot and the requester:

Navigate to Ticket Mgmt

Select My Tickets

Open the ticket and scroll down to the Notes section
Click on Chat Transcript

oD
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B [ U &= = # o=
o Public [:'_':] nternal [:'_':] Chase [:'_':] Resalution

Add Watchers to a Ticket

A watcher is someone (outside of the requester) who needs to be aware of what is happening
on a ticket. Having them also helps when you want to take some input from any other user — for
example — an approval or a suggestion.

1. Open the ficket that you want to update from the ficketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets or by Searching for the ticket number in the search field.

2. Scroll down to the Watcher section
3. Add watcher as 'To Watcher' or 'CC Watcher'

Notes:

e 'To'waicher - Agents can add a 'To' watcher in case they want the watcher to be in the 'To
participants of each Notfification email.

e 'CC'watcher - Agents can add a 'CC' watcher if they want the watcher to be in the 'CC'
participants of each Notification email.

This document contains proprietary information owned by Rezolve.ai and must not
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e To notify someone who is not in the system yet, add them using the 'Create User' button in the
watcher section.

Creating a Requester or Watcher Manually

Users not in the ficketing system yet can be manually created and added as a Requester or
Watcher.

1. Open the ficket that you want to update from the ficketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets or by Searching for the ticket number in the search field.

2. Scroll down to the Requester or Watcher section

Source

3. Clicker + Create User button

4. Enter the persons email, first name, last name and click Save

This document contains proprietary information owned by Rezolve.ai and must not
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5. Now select your created person from the dropdown list
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Updating an existing open ticket

Updating an existing open ticket can involve:

Changing the Subject of the ficket

Changing the Description of the ficket

Changing ticket properties such as Domain, Category, Subcategory.
Changing the “Assigned To” field.

Changing of the “Requested For”.

Updating Status of the ficket using workflow buttons.

Notes

ANENENENENENEN

To update a ticket, please follow these steps:

—_

Open the ticket that you want to update from the ticketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

Make update
Update the desired field and click on Update Ticket from top right.
o If your only change was adding a Note, click “Back to Ticket List” or “Cancel”

TICKET DETAILS Back to Ticket List

O CB-0107 nProgress Update Ticket Sl

Query Details

Status Assigned
o Add member to Distribution List
e Requested For Dave Kiff
pemain ! - Assigned To ascience@icbk.com -

o Ifyou wish to update the status of the ticket, click on the status workflow button available on the
top right just next to the Update Ticket button.
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[ICKET DETAILS Back ta Ticket List

Q cso107 nProgress Update Ticket Canee

Query Details

Status Assigned
Subiect Add member 1o Distribution Lis
o Requested For Dave Kiff
. T Assigned To ascience@ichk com v
Domain )

3. The ficket you just updated will be available on the very top based on the filter -Last
created/updated on the top

4. If you did some changes and would like to discard them before saving, please click on Cancel
from the top right just next to the workflow button.

NOTE: The above may vary depending on the customization of your ticketing model

Adding a Nofe

1. Open the ticket that you want to update from the ticketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets or by Searching for the ticket number in the search field.

2. Scroll down to the Note section
3. Add your Note

O Fuplic Q Internal Q Lhase G Kesolution

=+ Save & Mark Resolved

This document contains proprietary information owned by Rezolve.ai and must not
be distributed outside without authorization.

11501 Dublin Blvd STE 200, Dublin, CA 94568 info@rezolve.ai | www.rezolve.qi



mailto:info@rezolve.ai
http://www.rezolve.ai/

REZ®LVE.Qi

4, Select your note type

e Public Notes - These notes are visible to everyone who can view the ticket. Agents can use
this note to notify the end-user.

¢ Internal Notes - These notes are only visible fo Agents. Infernal notes can be used for infernal
communications when you don't want to nofify the end-user.

e Chase Notes - These notes are only visible to Agents when a chase note is added, it sends an
email to the Assigned Agent and the Supervisor of the Assigned Agent. This can be used
when the end-user contacts the support team for an update or further assistance on an
existing ticket but the agent (currently speaking with the end-user) is unable to to provide
either.

e Resolution Notes - To resolve a ticket in a gif Agents can add a Resolution Note. When a
Resolution Note is added it nofifies the end-user, moves tickets to 'Resolved' state, and brings
Agent to the ticket list screen.

O Public O Internal O Chase o Resolution

=+ Save & Mark Resolved

5. Click on:

e ‘Save & Notify Requester’ (when note type is Public)

e ‘Save’ (when note type is Internal)

e ‘Save & Escalate’ (when note type is Chase)

e ‘Save & Mark Resolved’ (when note type is Resolution)

This document contains proprietary information owned by Rezolve.ai and must not
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O Public O Internal O Chase ° Resolution

=+ Save & Mark Resolved

6. Click Update when you are done making any changes

Tagging Someone in a Note

You can tag someone in your note to call them out if needed. This will automatically add them
as a watcher on the ticket.

1. Open the ticket that you want to update from the ticketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. Scroll down to the Notes section (Right under Attachments)

To call out the person simply type @

4. This will cause a dropdown list of name to appear, you can scroll through the list or continue
typing out the name

5. Select the person and write your note

w

Note: If you do not see the person in the list
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Tagging in Ticketing

Adding an Atfachment

1. Open the ticket that you want to update from the ticketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. Scroll down to the Atfachment section (Right under Description)
3. Click Browse

Altachments Chonsa file Browse

4. Select the file to be added
Note: We suggest a note be added stating that file was attached

5. Click Update

Assign a Ticket to someone

1. Open the ticket that you want to assign from the ticketing list by clicking on the ticket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. Look for Assign To
3. Next toitis a dropdown box, click on the dropdown box

This document contains proprietary information owned by Rezolve.ai and must not
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Status
Submitted By

Requested For
Assigned To -
reabrera@buildings.nye.gov

Email sporurie@

First Name grabinowitsch@buildings.nyc.g

Last Name
keameron@buildings.nyc.gov

»

Powered by Actionable Science

4. You can either search by typing the name or scrolling through the list, click on the name once
you find the one you want
5. Click Update Ticket

Unassigning a Ticket from someone

1. Open the ticket that you want to unassign from the ticketing list by clicking on the ticket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. Look for Assign To
3. Nexttoitis a dropdown box, click on the dropdown box
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Queue T Helpdesk -
Priority Medium -
Source Emai -
Status Submitted
’ Requested For Kerrie-Ann Came...
+ Create Use
Assigned To -

Unassigned

Email adminuser
nable Science Inc

onbeardsupport
Last Mame

pillare@siit.ca
First Name

Powered by Rezolve.:

4. You can either search by typing or scrolling through the list, click on Unassign
5. Click Update Ticket

Assigning a Ticket to another Queue

1. Open the ficket that you want to assign fo a different queue from the ticketing list by clicking on
the ticket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. Look for Queuve
3. Next toitis a dropdown box, click on the dropdown box
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Queue T Helpdesk -
Priority Medium -
Source Emai -
Status Submitted

’ Requested For Kerrie-Ann Came...

Assigned To A
Unassigned
Email adminuser
onbeardsupport

Last Mame

pillare@siit.ca
First Name

Powered by Rezolve.:
4. You can either search by typing or scrolling through the list, click on the Queue you want to

assign it to
5. Click Update Ticket

Resolve a Ticket

1. Open the ficket that you want to update from the ficketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. If the ticket status is Submitted contfinue to step 3, if your ticket is in Assigned status skip to step 6 or
if the ficket is already In Progress status continue to step 7
3. Assign the ficket to yourself by selecting your name from the Assign To dropdown box

This document contains proprietary information owned by Rezolve.ai and must not
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Status
Submitied By
Requesiea ror
Assigned To -
reabrera@buildings.nye.gov
Email sporuri@buildings.nye.gov

lite5 Nes @buildings.nyc.g

Last Name
keemeron@buildings.nyc. gov

3

Powered by Actionable Science

4. Click Update Status

5. The ticket will automatically close, go to My Queue — Assigned to locate the ticket and open it
again
6. Click In Progress button.

Note: To get the Resolve button, we must first change the ticket status from Submitted to In
Progress.

Query Details

Status Assigned
Subject Submitted By
Requested For Srikant Poruri
Category -
Assigned To keameron@buildings... =

7. Add any notes you may need to
8. Click on the Resolve button or add a Resolution Note

Query Details

Status Progress

Siikiast

Reopen a Ticket
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1. Open the ticket that you want to update from the ticketing list by clicking on the ficket number.

Note: Ticketing list is the list of all tickets in your queues and can be accessed by Ticket Mgmt ->
My Tickets.

2. Click Reopen

Query Details

Status
Subject _
e Submitted By
Requested For Srikant Poruri
Category -
Assigned To kcameron@buildings... =
Subcategory -

Printing a Ticket

Access level needed
v Ticket Agent Supervisor

Instructions

1. Open the ficket that you want to Print.
2. Click on the 3-dot menu and select Print Ticket.
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Print Ticket

[:]Jeu[_—; :’El-':'w.ll' -

Priority Low -

3. This opens the printer-friendly view of the ticket.
4. Click on the Print button to open your browser's print window.

5. Select the preferred Printer Settings and click Print.

@) €)
ICKET DETAILS B o Ticket Lis
GQuery Details
Que Def
Subject
Priority 4
Domai I .
Sou
Category FAQ -
Sta
Subeategory o .
Sou
Descript
Requested For Saurav Pant
Assigned T
Email pant@rezol
Last Nam Pent
First Nam s
%
Rezolve.ai © 2021 Powered by Rezolve.ai
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Ticket Agent Supervisor

As a Ticket Agent Supervisor:

e The My Queue - Assigned tab shows tickets assigned fo ALL agents
e Tickets can be Close no matter status

e Granfed access to run Ticketing specific reports

e Granfed access to Ticketing Dashboard

Assigning a Ticket Agent Supervisor to a Queue

Access level needed
v Ticket Admin

Pre-requisite
v' The user has already accessed the virtual agent once and is available in User Management as a
User with the role “Ticket Agent Supervisor”.

Instructions

1. Click on Ticket Management
2. Select Queue
3. Select the Queue Name

Q u
"
E Create
¥2 H - = - - -
Queus Name Description Condition Name When Object Priority ~ Group Approvers Bpm Queue Ref Status
5P Queue Test 5P Queue Test 5P Queue Test 2345 PN A _ 2345
. Maw M domaine=="HR [ acminuser | Hckat asent-dabal

4. Go to Supervisor select the approver from the dropdown list
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Quueus Details

Clusue Mame Cefault-james

Description

Condition Mame

Condition Synfa - Category===

Rank

Supervisar

5. Click Update

Closing a Ticket

Access level needed
v Ticket Agent Supervisor

Pre-requisite

v' The user has already accessed the virtual agent once and is available in User Management as a

User with the role “Ticket Agent Supervisor”.

Instructions

Click on Ticket Management
Select My ticket

Select the ticket

Click Close

o=
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TCKET DETAILS

=

Query Details

- Queue
Subject

Ticketing Reports
About Ticketing Reports

e Reports include:

o Queue Summary Report — will show a breakdown of ticket quantities by status for the queues.

o Source Summary Report — will show a breakdown of ticket quantities by status by source.

o Agent Workload Report — will show you ticket quantities by queue and by an agent.

o Total Tickets vs Bot Tickets — will show you total tickets create vs bot tickets created and out of the
bot tickets how many were resolved by the bot.

o All tickets by Category — will show you a breakdown of the number of tickets based on ticket category
and subcategory.
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Fram (]
|: 01 Jan 21 == |: Select t‘j
Report Name Description Condition Date Range Action
T e N - - ( n 21 “:l [ select ?.‘.::‘| | Download
SuseE - A ( n 21 ":l [ selact “_“1| | Download
. : - - ( n 21 f‘l ( select == | Download
e : B e ( 21 “_“I ( select &) | Download
ot = = ( 7 “_“u ( select g | Download
= ( n 21 f‘l ( select °_,°le | Download
Running a Ticketing Report
Access level needed
Ticket Agent Supervisor
Instructions
To run a Ticketing report simply follow the below steps or to see a step by step video instead:

Select Ticket Management

Select Reports from the Ticketing sub-menu

Find the report you would like

Enter the date range you would like to see

Click Download

Select the Click here link in the pop-up (this will redirect you to the Request menu option)

ouhkwnpeE
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Note: The Request page is also available from the Ticketing sub-menu option (Found right above Reports)

7. Once your report has been complied, select Click here to download

Request Id Status Request Type Success Message

Note: If the request status is Pending, simply click the Check Status button to see the most recent status
of your request.
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General terminologies used in out of box ticket setup

Submitted by: This is the creator of the ticket. This can be an end-user or a support staff
depending on the setup in your organization.

Requested For: This is the user for whom the ticket is created for. This can be the same or different
from the user in Submitted by field.

Assigned To: This is the support staff/agent to whom the ticket has been assigned. This is the user
who works on the fickets.

Attachment: This is a feature in our ficketing to support attaching images such as screenshot,
errors efc.

NOTE: The above may vary depending on the customization of your ticketing model.
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User Management is where users who can access the admin console are added/edited and
assign appropriate roles.

Virtual Agent Roles

What you are able to see in the navigation pane depends on what roles you have been given in
the Admin Portal.

| Role Module Action [ Purpose Comments
Bot User Virtual Agent To access Virtual Agent (Chat | This is the default / primary role provided to all users who access virtual
Bot) agent (chat bot) platform for the first time.
Bot Analyst Virtual Agent Provide access toVirtual This role allows a user access toall sections of the Virtual Agent Mgmt
Mgmt Agent(Chat Bot) section except Bot Settings (i.e. Access toManage QA, Supervised
Management Learning, Taxonomy)
Bot Admin Virtual Agent Provide access for Virtual This role allows a user access toall sections of the Virtual Agent Mgmt
Mgmt Agentand other maintenance | sectionincluding Bot Settings.
feature
User Admin User Mgmt Provide access to User This role allows a user access tocreate users, define attributes & S50
Management configuration.
Chat Agent Live chat Provide accessto My Chats This role provides an agent access tolive chat. The userwill be able take
live chats in My Chat section.
Chat Agent Admin Live chat Provide Access tolive Chat This role gives a user access toview the live chat settings page with the
Settings ability to configure queues and assign (add/remove) agents from
queues.
Chat Agent Live Chat Provides additional Privileges | This role allows you to monitor other agent chats, assign chats toagents
Supervisor within Live Chat and/or re-assignchats if needed. In addition, you can review past Live
chats.
Ticket User Ticket Mgmit End user access toSelf- This is the default / primary role provided to all end user in the Ticketing
createdtickets Module. This user can create tickets. They can check ticket status in
My Tickets menu.
Ticket Agent Ticket Mgmt Provide access to My Tickets | This role allows an agent to see tickets raised by users.
Ticket Agent Ticket Mgmt Provides Supervisor privileges | This role gives you access to ticketing Reports, ability to close tickets at
Supervisor in the Ticketing system. any status anda different view of ticketing if assignedas a queue
approver.
Ticket Admin Ticket Mgmt Provide Access to Ticketing This role gives a user the ability to configure queues and assign

Settings

(add/remove) agents from queues.

NOTE: Users are advised to logout and re-login to the system for new roles to take effect.

Edit a User Account

1. Click on Admin App in the navigation pane on the left of your console
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Virtual Agent Mgmt = v
e
" Reports

% Knowledge Mgmt

& supervised Learning

User Interaction

Taxonomy

Settings

Admin App

Wirtual Agent 30

2. Click on User Management in the navigation pane on the left of your console

-
©
B Virtual Agent Mgmt
Admin App v
Attributes ADD MEW USER

Virtual Agent

3. Click on the username on the same line as the user you would like to edit
Users Qg

E Add Mew User

&> Hide Fields =
User Mame First Last Email Roles Attributes Status  actions
MName Mame
adminuser Asc Admin sahil.sharma@actionable Active )
science.com

4. A new page will open and you can edit
e First Name
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e Last Name
e Roles
e Aftributes
Important Note: Please only change Roles and Attributes if you have enabled Active Directory.

All other information is provided by the account info associated with your AD.

NOTE: When adding and removing a Role, click outside of the Roles box for it to minimize.

5. When changes are complete, click Update fo Save

USER MANAGEMENT

Update User
Email ~
First Name ~
Last Mame *
. Manage Roles
Rales Bot Admin = || Bot Analyst x || Bot User = || Chat Agent = +
Chat Agent Admin = || Chat Agent Supervisor = || Support Supervisor x
Support User x || Tenant Admin x || Ticket Admin x || Ticket Agent x
Ticket Agent Supervisor = || Ticket User x || User Admin =
Status -

Uszer Atfributes -

Activate and Deactivate an Account

Accounts can be deactivated and re-activated with a simple click.

1. Click on Admin App in the navigation pane on the left of your console
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Virtual Agent Mgmt = v
e
" Reports

% Knowledge Mgmt

& supervised Learning

User Interaction

Taxonomy

Settings

Admin App

Wirtual Agent 30

2. Click on User Management in the navigation pane on the left of your console

©
B Virtual Agent Mgmt
Admin App v
Attributes ADD MEW USER

Virtual Agent

3. Click on the username on the same line as the user you would like to edit
Users Qg

E Add Mew User

&> Hide Fields =
User Mame First Last Email Roles Attributes Status  actions
MName Mame
adminuser Admin sahil sharma@actionable tive )
science.com

4. Go to the Status field
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USER MANAGEMEMNT Bac
Update User
Email ~
First Mame *
Last Mame ©
Roles * Bot Admin = || Bot Analyst = || Bot User = || Chat Agent = e
Chat Agent Admin = || Chat Agent Supervisor = || Support Suparvisor x

Support User x || Tenant Admin » || Ticket Admin » || Ticket Agent

Ticket Agent Supervisor = || Ticket User = || User Admin =

Status Active -

User Atiributes -

5. Click on the current Status selection box

USER MANAGEMENT

Update User

Email ~

First Mame *

Last Mzme ©

. Manage Roles

Raoles Bot Admin = || Bot Analyst = || Bot User = || Chat Agent = +
Chat Agent Admin = || Chat Agent Supervisor = || Support Suparvisor x
Support User x || Tenant Admin » || Ticket Admin » || Ticket Agent
Ticket Agent Supervisor = || Ticket User = || User Admin =

Status Active -

Usar Atiributes -

6. Choose the status you would like it to be
7. Click Update to save your changes
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USER MANAGEMENT

Update User

Email ~
First Name *
Last Mame *
. Roles
Roles Bot Admin = || Bot Analyst = || Bot User = || Chat Agent » + Maage
Chat Agent Admin = || Chat Agent Supervisor » || Support Supervisor x
Support User x || Tenant Admin x || Ticket Admin x | Ticket Agent «
Ticket Agent Supervisor = || Ticket Usar x || User Admin =
Status -

User Atfributes
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