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Welcome to the Client Portal!

Our Client Portal is a secure web site that gives you access to your company's records in our Autotask data-
base.

The level of access for each user is controlled by the security level assigned to them. There are two kinds of
security levels: Standard Client Portal, and Taskfire.

What you can do with a standard Client Portal security level

The standard Client Portal lets you create tickets (a.k. a. "Service Requests") and monitor tickets and pro-
jects. Depending on your security level, you can:

« Submit tickets directly into our ticketing system

« Monitor the progress of previously submitted tickets and projects and review our staff's notes and time
entries

« Add notes and attachments of your own
o Grant approvals for proposed work online
o Runreports

« View invoices

« If you are a company we bill for work done for another company (the "End Client"), you can review the
work we did for the end client. You can find more on that in the topic "Monitor End Client Tickets and
Projects" on page 101.

What you can do with a Taskfire security level »

Taskfire is an extension of the standard Client Portal. You get all the standard features plus your own internal
help desk. This is a great solution for customers who have their own IT resources, but do not have the capa-
city to deal with everything. Taskfire is perfect for coordinating the work between your company and ours, and
even your headquarters and subsidiaries. You can:

« Create tickets and assign them to your internal resources
« Have yourinternal resources track their work

» Escalate tickets to us manually, and configure auto-escalation rules based on issue types, time of day
and out of office settings

« Share work between your company's locations
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« Add other vendors to you client portal. This lets you keep track of tickets for maintenance crews, utility
companies, Internet service providers and others.

You can assign Taskfire licenses to your IT staff, and standard Client Portal licenses to everyone else. For
more information about security levels, refer to "Security Level Permissions " on page 7.

Getting started

E All users should watch Using Client Portal (available in English only)

E Taskfire users should also watch Using Taskfire (available in English only)

The first time you log in you should "Edit Your Profile" on page 4 and "Change Your Password" on page
6.

The Client Portal is a Cloud-based application delivered in your browser. If things don't work as
described in this Help file, you may want to "Configure Your Browser Settings" on page 7.

If you don't have access to all the features you need, check with your Client Portal manager about the
"Security Level Permissions " on page 7. You can check your current level and permissions on the Edit
Profile page.

To get an overview of the navigation, refer to "Navigate the Client Portal" on page 9.
Todiveright in, click "Create a Ticket" on page 45 on the landing page and see how easy it is!

Everything else is covered in this online Help system. If you are on a page that displays a question
mark in the top right corner, you can click it to get context-sensitive help for that topic.

Edit Your Profile

All users

a On any Client Portal page, click Edit Profile

All users can view and edit their Client Portal user profile and view the permissions included with their

assigned security level.

Click the Edit Profile link at the top of the Client Portal to open the User Profile window.

© 2016 Autotask Corporation | Page 4 of 106


http://www.youtube.com/watch?v=nKwU7g4je2g&list=PL16EDCD627120A936&index=4&feature=plpp_video
http://www.youtube.com/watch?v=MDP6QYTKPH0&list=PL16EDCD627120A936&index=5&feature=plpp_video

Oiffice Phone

(518} 454- 7878

Fax; Mumber
S18-454-TaM
Emad Address ®
QalabSautatask. com

Extengon

Contact your company representative if you do not wish to receive notifications from the Autotask System through E-mal,

(] Shacver Laichirng ipasges whiesrh 1 gy

Security Levek  Administrabor
You are able to
Client Portal Logins
User can Create and Manage Chent Portal Logins
Financials
Uiser can view Financial Reports
Encwiedgebase

Liser has aotess to Knowledgebase (only applies when [Account) has access to Knowledgehass)
Project Data
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[ Speichemn und SchlieBen | 3 Abbrechen

Benutzerprofil-Informationen

Anrede
| v|

Vormame * Nachname *

|Danie| | |Wagner

Mamenszusatz

| v|
Titel

|ceo |
Dienstliche Telefonnr. Durchwahl
|08s-123456 |23 |

Faxnummer Mobiltelefonnummer

|08s-123457 | |

E-Mail-Adressa *
|sa|egdmm@autot,ask.m |

Wenden Sie sich an den Vertreter fiir Thr Unternehmen, wenn Sie keing E-Mail-Benachrichtigungen vom Autotask-System

erhalten méchten.

[] Landing Page beim Anmelden anzeigen.

Zugriffsrecht: Administrator
Sie kinnen
Benutzer kann Benutzerprofil bearbeiten
Benutzer kann eigenes Profil anzeigen und bearbeiten
Finanzielles

Benutzer kann Finanzberichte anzeigen

2. Review and edit your profile information. Note that fields with a red asterisk are required.

3. Scroll down to view your security level permissions.

4. Click Save and Close.

Change Your Password

All Users

a On any Client Portal page, click Change Password

To change your password:
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1. Click the Change Password link at the top of the Client Portal to access the Change Password win-
dow.

2. Type your current password.

3. Type anew password.

Passwords must be between 5 and 50 alphanumeric characters. Spaces and single quotes
are not allowed.

4. Type your new password again to confirm.

5. Click Save and Close.

Configure Your Browser Settings

All users

Please refer to the online version of this help file.

Security Level Permissions

Security levels determine what actions standard users and Taskfire users can perform in the Client Portal,
and what tickets and projects they can access.

There are three standard Client Portal and two Taskfire system security levels. If the default security levels do
not meet your needs, we can create a custom security level for your company.

Security Level Permissions:

Advanced | Manager Taskfire Taskfire
9 Resource | Administrator

You have access = Tickets you submitted or for which

to: you are the ticket contact
Projects on which you are a team ° ° ° ° °
member
All tickets, including Subsidiary ° ° ° °
Tickets
All projects at their organization ° ° ° °
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Advanced | Manager Taskfire | Taskfire
& Resource | Administrator

Tickets Data
actions permitted

Project actions
permitted

Profile

Create new Tickets (Service
Requests), and add Notes and
Attachments

Can view Service Provider Priority

Can set Service Provider Priority
on ticket creation.

View project schedule

Email members of the project team

View /add project notes

View project attachments

View project calendar items

View project tasks you are
assigned to

Add issues

View project charges

View estimated hours

View/edit your own profile

© 2016 Autotask Corporation | Page 8 of 106



Portal Admin

Knowledgebase

Reports

Advanced | Manager Taskfire | Taskfire
& Resource | Administrator

Create and manage Client Portal
Users

Create and manage Queues

Create and manage Request Type
Preferences

Create and manage Vendors

Create and manage Out of Office
Settings

Create and manage Scheduled Off
Hours

Access Knowledgebase (if Know-
ledgebase is turned on for your
company).

Only articles marked "public" can
be seen by a client user.

View Invoice and Block Hour
Reports

Navigate the Client Portal

All users

Logging in

Log in using the URL, User Name and Password you received in your Welcome email.
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[Tl Ramemibar My Ussr Name
[T rep Me Logged-In an this Computer

s

Unauthorized access is prohibited
Fleget vour password

ANMELDUNG KUNDENPORTAL

Benutzername:

Passwort:

[ eenutzermamen speichern
[] auf diesem Computer angemeldet bleiben

ANMELDUNG

Unberechtigter Zugriff ist verboten
Passwort zurlickssetzen

You can choose to have the portal store your log-in credentials for future visits.

« Select Remember My User Name to have Client Portal automatically populate this field when you
access the log-in page. You will have to specify your password.

o Select Keep Me Logged-in on this Computer to have Client Portal automatically populate both
fields when you access the log-in page. You just click LOGIN.

The Landing page

When you log in to the Client Portal your first stop is your Landing Page, with buttons for some of the most
frequent actions. Just click an option to go! If you want to hide this landing page, select the check mark at the
bottom of the page.
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Autotask Training Dan Eckle Edit Profile | Changs Password

Tickets Projects Reports Manage Knowledgebase

New Ticket | NewQuickTickst | MyTickets | OpenTickets | Recently Completed Ticksts | MyChange Approvals | Ticket Search

Announcement: Welcome to the new Client Portal [More]

What do you want to do?

. e B e N e

=N
Create Quick Ticket Create a Ticket View My Tickets Search All Tickets
Compass Analytics Johannes Schulz Benutzerprofil bearbeiten | Passwort andern B Abmelden (@) Hilfe
Tickets Projekts Berichte Verwalten KnowledgeBase

Meues Ticket | Neues Quick-Ticket | Meine Tickets | Offene Tickets | Kirzlich abgeschlessene Tickets | Meine Change-Genehmigungen | Ticketsuche

Ankiindigung: Willkommen beim neuen Kundenportal [Mehr]

Was mochten Sie tun?

Qljid(—ﬁd(et erstellen Ticket erste_llen Meine Tickets Alle Tickets suchen
anzeigen
Tickets
Tickets Projects Reports Manags Knowledgebase Custom Links

MNew Ticket New Quick Ticket My Tickets Open Tickets | Recently Completed Ticksts My Change Approvals Ticket Search Queuss End Client Tickets

Tickets Projekts Berichte Verwalten KnowledgeBase

Neues Ticket | Neues Quick Ticket | Meine Tickets | Offene Tickets | Kiirzlich abgeschlossan Tickets | Meine Change-Genehmigungen  Ticketsuche | Queues | Endkundentickets

All open tickets you submitted or are a contact or resource on appear on the My Tickets page. Here, you can
review our progress on the issue, and view any notes or attachments we have added, and add your own notes
and attachments.
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You can find other tickets using the pre-configured ticket filters on the Tickets drop-down menu and sub-nav-
igation bar. Access to the Open Tickets selection is controlled by your Security Level.

You can also search for tickets by keyword or ticket number using the Ticket Search.

If the Change Management feature is enabled, you will see an additional button, My Change Approvals.
Click this button to view a list of all tickets awaiting your approval or that you have approved or rejected. It will
not display tickets whose Service Provider Status is Complete.

If your company is listed on any of our contracts as the "Company to bill", you will see an additional option,
End Client Tickets. Click this button to view a list of all tickets where your company is the Company to bill.
For additional information, see "End Client Tickets" on page 101.

Projects
The Project tab provides access to project information, including tasks and issues, team members, sched-

ules, notes, estimated hours, the project calendar, and project charges (if your Security Level allows this).

Ticksts Projects Reports Manags Knowledgebase Custom Links

NewProjectIsst  NewProjectIssue  penTasks | Email Project Team | End Client Projects

Announceme My Projects ient Portal [More]
. My Open Tasks
2
Email Project Team
Show Data For |
End Client Projects
PROJECT NAME 4 COMPANY NAME STATUS START DATE END DATE DURATION {DAYS) ESTIMATED HOURS
Customer Name - Office 365 Deployment fg'f Manufacturing .., 11/10/2014 02/24/2015 107 13.75
Tickets Projekts Berichte Werwalten KnowledgeBase

Neues Projektpn  Neues Projektproblem  zine offenen Aufgaben | E-Mail an Projektteam

Ankiindigunc enportal [Mehr]

Meine Projekte

Daten einblend: E-Mail an Projekiteam ]

PROJEKTNAME Endkundenprojekte
Metmwerkinstallation
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If your company is listed on any of our contracts as the "Company to bill", you will see an additional
button, End Client Projects. You can click this button to view a list of all projects where your com-
pany is the Company to bill. For additional information, see "End Client Projects" on page 103.

Reports

The Reports tab provides access to financial reports for your company. Access to this tab is controlled by
your Security Level.

Tickets Projects Reports Manage Knowledgebass Custom Links
New Project Issue | MyProje  Invoices roject Team | End Client Projects
Announcement: Welocome t Block Hours Report ;{b
Retainer Report
ey

Show Data For | All Companies  Ticket Report

PROJECT NAME Time Tracking Report A COMPANY NAME STATUS
Tickets Projekte Berichte Werwalten KnowledgeBase
Benutzer | Anfragearten | Rechnungen Geschiftszeiten | |

Ankiindigung: Willkommen | Stundenkontingenthericht

‘Vorauszahlungsbericht
—
oR Neus Queus Ticketbericht
namppe  Zeiterfassungsbericht BESCHF

Manage

Users with a Client Portal Manager or Taskfire security level can manage Client Portal users for their com-
pany. Taskfire Administrators have access to all the other settings to configure their internal help desk work-
flow. Refer to "Manage Your Client Portal" on page 16 for details.
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Tickets Frojects Reports

Llsers|ReqﬂstTyp$|Q.ﬂﬂs|CmUsa's

Manage

Knowledgebass Custom Links

led Business Hours | Out of OF

Announcement: Welcome to the new Cliesg  Request Types
Queues
Configuration Ttems
o New User | (] Import/Update Users  Out Of Office
NAME A cgcupmyLe vendors
Tools & Setti . B
Dow, George Standard Cl ngs{b Scheduled Business Hours
ick Ticket
Eckle, Dan Taskfire User:Administrator Quick Tic
Tickets Projekte Berichte Werwalten KnowledgeBase
Meues Tickst | Meues Quick-Ticket Mein Benutzer Kirzlich abgeschlosssne Tickets
Ankiindigung: Willkemmen beim neuen Ku Anfragearten
P B A Queuss
Gerate
TICKETNUMMER & FIRMA 'F[:IESEF'FE'T TASKFIRE-STA
Abwesend
| | Lieferanten | | |
A T20120530.0001 Abel-Produktions .
GmbH HO* Tools & Einstellungan > Geplante Geschaftszeiten
p T20120603.0003 Abel-Produktions  Email gerade erhalten, Quick-Ticket
GmbH HO* Drucker ist ausgefallzn,

Knowledgebase

If you see the Knowledgebase tab, you have access to articles we have published in our company's Know-
ledgebase and may be able to create your own. Refer to "Create and Manage Knowledgebase Articles" on

page 96.

Tickets Projects Reports

New Article | Search Knowledgebase

Announcement: Welcome to the new Client Portal [Mors

Manage Ko 2 Custom |
Mew Article
Zearch Knowledgebase |
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Tickets Projekte Berichte Werwalten KnowledgeBasa

Neuss Tickst | Meine Tickets | Offens Tickets | Kirzlich  Meuer Beitrag

Ankiindigung: Willkommen beim neuen Kundenportal [Mehr KnowledgeBase-Suche

Custom Links

The Custom Links tab provides a drop-down menu for helpful links that we have provided:

Tickets Projects Reports Manage Knowledgebase Custom Links

Mew Article Search Knowledgebase Our Corporate Web Eqﬁu

Tickets Projekte Berichte Verwalten KnowledgeBase Benutzerdefinierte Links

Neues Ticket = Neues Quick-Ticket | Meine Tickets | Offene Tickets | Kirzlic  Unsere Unternehmenswebseite

Announcement (news item)

Within the Client Portal, you will notice the Announcement headline in the bar below the tabs and sub-nav-
igation bar. This links to information from us, such as system outage notices or other important information
that we want you to know. Click the [More] link to view the full announcement.

Service Tickets Prajects Reports Manage Enowdedgebass Custom Links
New Service Tidost Hew Quick Ticket My Tickets Open Tickets Recently Completed Tickets Ticket Search Queues
I Anncuncement: Wekome to the new Clent Access Portal [More] I

Tickets Projekte Berichte Werwalten KnowledgeBase

Meues Ticket = Neues Quick-Tickst | Meine Tickets | Offene Tickets | Kuirzlich abgeschlossene Tickets

Ankiindigung: Willkommen beim nsusn Kundenportal [Mehr]

If the Change Management feature is enabled and there are change requests awaiting your
approval, a second banner will appear, indicating how many change requests require your approval.
Click the View link to see a list.
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Manage Your Client Portal

Client Portal Manager, Taskfire Resource or Taskfire Administrator to create and manage users,
Taskfire Administrator for all other configuration settings

Configuration tasks for standard Client Portal Managers

If your company will not be using the Taskfire internal help desk, you will only need to make sure that the
people in your company who will be accessing Client Portal have a user account with the right security level.

Refer to "Manage Client Portal Users" on page 17.

Configuration tasks for Taskfire Administrators #

If you will be managing your internal help desk using Taskfire, you will need to configure the Client Portal to
support the shared ticket workflow that we have agreed upon. You will also need to let us know which users
will be assigned Taskfire security levels, and who will be the Taskfire Administrator who will configure the Cli-
ent Portal for Taskfire.

‘Eﬂ You cannot assign Taskfire security levels yourself. You must contact us to assign them for you.

Refer to the following topics:
« "Manage Client Portal Users" on page 17
« "Manage Request Types" on page 22
« "Manage Ticket Queues" on page 26
« "Enable and Configure Quick Tickets" on page 29
» "Define Scheduled Business Hours" on page 31
« "The Out of Office Setting" on page 32

« "Add Vendors" on page 33

If you will be sharing ticket work with contacts at other locations (a parent/subsidiary set up in Autotask is
required), refer to "Set Up Work Sharing Between Locations" on page 41 for an overview and recommended
steps for configuration.
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Manage Client Portal Users

a Landing Page > Manage > Users

Client Portal Managers, Taskfire Resources and Taskfire Administrators and some custom security

levels

If you have access to the Manage > Users feature, you can create Client Portal user accounts for people at
your company and manage their profile information, including user names and passwords. The users you add

will appear as contacts for your company in our database.

You are not able to create new Taskfire users. You can create a user record for them and assign
them a standard Client Portal security level, but we will need to assign them the Taskfire security
level. Also note that if you have multiple locations, a Taskfire resource that will be working on tick-
ets for other locations must be added to the Parent Company (see "Set Up Work Sharing Between
Locations" on page 41).

How to...

Add a new Client Portal user

1.

o > w0 Db

On the Manage tab, select Users. The Manage Users page opens, displaying the contacts from your
company.

Click New User. The New Contact page opens.
Enter general information for the new contact.
Click the Client Portal tab.

Select the Activate Client Portal check box. The page becomes active:
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Mew Contack

[ seveancloss By Saveandbew | £ Cancel
| General || Chent Poetal

User Name: * | | fictivate Chert Portal

Select the security level lor this user

Choase one of the following
Standard Client Access Security Levels
(=) Bas

() Advanced

() Manager
Co-Managed Service Desk Security Levels

Custom Security Level

Formatting Options

Dok Frommak Tiress Format Mumber Format
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[ speichern und schlieBen | [ggl Speichem und Neu | () Abbrechen

| Allgemein ‘ | Kundenportal ‘

Benuiza'name| | (1 Kundenpartal aktivieren

ZFugriffsrechte fiir diesen Benutzer auswahlen

Wzhlen Sie eines der Folgenden

Kundenportal-Standardzugriffsrechte
'® Finfach
' Erweitert
' Manager
Taskfire-Zugriffsrechte
| Mitarbeiter
' Administrator

Benutzerdefiniertes Zugriffsrecht

Formatierungsoptionen

Zahlenformat
HI006, XK v

Populate the following fields:

User Enter a user name. You may want to use email addresses as a standard for User Names.

Name

Security Select one of the Standard Client Portal Security Levels (Basic, Advanced, or Manager). To

Level see the specific permissions for each, place your mouse over the Security Level, or refer
to"Security Level Permissions " on page 7. To upgrade the user to a Taskfire security level,
contact us.

We can create Custom Security Levels for you that will appear in the Custom
Security Level section. Contact us if you need a specific combination of per-
missions for your users.

Formatting = Selectthe Date, Time, and Number Format for this user.
Options

6. Click Save and Close.

Import or update many users atonce
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On the Manage tab, select Users. The Manage Users page opens, displaying the contacts from your
company.

Click Import/Update Users button. The Import/Update Users page opens:

Manage Users - Import fUpdate Users

i@ mport | O ImportHistory | € Cancel

Import users from a csv file. Fle layout should be "External ID , First Hame *, Midde Inibial, Last Hame *, Title, Emal Address *, Address 1, Address 2, City,
g:::e. Zip Code, Country, Phone, Extension, Alternate Phone, Mobile Phone, Fax, Clent Portal Uiser Name, Password, Security Level”, ™ indicates required

Download impprt template

Selact fle bo import *

Import into:

ABLE Manufacturing -

If an existng user is found (based on Liser Mame, o Frst Name & Last Name 4 Emal):
@ Do not mport or update user

D) Update existing user

Benutzer verwalten - Benutzer importieren/aktualisieren @

portiersn | O Importhistorie | €3 Abbrechen

Importieren Sie Benutzer aus siner CSV-Datei. Die Datei muss folgendes Layout haben: Externe ID, Vorname *, Initiale zweiter Vomame, Nachname *, Titel, E-Mail-Adresse *,
Adresse 1, Adresse 2, Ort, Bundesland  Kanton, Postleitzahl, Land, Telefonnummer, Durchwahl, Alternative Telefonnummer, Handynummer, Fax, Kundenportal-Benutzemame,
Passwort, Zugriffsrechte”. * gibt ein erforderliches Eingabefeld an.

Importvorlage herunterladen

Zu importierende Datei auswahlen *

Importieren in:

[Abel-Produktions GmbH HQ™ v|

‘Wenn ein vorhandener Benutzer gefunden wird (basierend auf Benutzername oder Vomame + Nachname + E-Mail):
® Benutzer nicht importieren oder aktualisieren
O vorhandenen Benutzer aktualisieren

Taskfire® powered by mtotask

Click Download Import Template, complete it, and save it.

Click Browse or Choose File to locate your template.

If you have subsidiaries, you may select whether to upload/update users into your own company
record, or a subsidiary.

Use the radio buttons to select your import/update preferences.
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7.

Click Import.

8. You will be notified via email when your import/update is complete.

If you wish to see your import/update history, click the Import History button, or on the link
provided in the popup that appears when you have submitted your import/update file.

View the Import/Update History

1.
2.

3.

On the Manage tab, select Users.

Click the Import History button. The Import History page displays:

4 Back to Users | ] Import | (5) Refresh

IMPORT DATE IMPORTED BY STATUS EXCEPTIONS
06/03/2012 11:15PM Edide, Dan 4 records faded View exceptions
06/03/2012 11:12PM Edide, Dan 2 new contactsfusers have been

created; 1 exsting contacts fusers

have been updated
06/03/2012 11:05 M Edde, Dan 1 new contactsfusers have been

created

Any failed imports/updates will be noted in the Status column.

Click the View Exceptions link to see details on the cause of the failure.

Change a user's security level

To change a user's Security Level:

1.

2
3.
4

Click Manage > Users.
Find the user on the list of Client Portal users.
Click the user name to open the Contact page.

Select a new Standard Client Portal Security Level for the user (Basic, Advanced, or Manager) or
select a Custom Security Level that we have added for your company. Refer to "Security Level Per-
missions " on page 7 for more information on Security Levels.

We control which standard security levels (Basic, Advanced, or Manager) you can assign
when you create or edit a user in the Client Portal. Security levels that are not enabled will

appear grayed out on the Contact > Client Portal tab.

Taskfire security levels can only be assigned by us, your service provider.

© 2016 Autotask Corporation | Page 21 of 106



5. Click Save and Close.

Reseta user's password

When users forget their password, you can automatically send them a new password with one click.
1. Onthe Manage tab, select Users. This will open the Manage Users page.
2. Find the user whose password you need to reset. Click their name to open the Contact page.
3. Click the Client Portal tab.
4. Click Reset Password/Notify User at the bottom of the page.
5

. The user's password is reset with a system-generated password, and an email with the new password
is sent to them. The user can then change this password on his or her profile page.

Manage Request Types
TaskfireAdministrator‘

a Manage > Request Types

A request type is a template that you create to make it easy for users to report issues, and for you to gather all
the information you need from them, using pre-configured "follow-up questions."

The request type determines:

« Theinternal queue the ticket will be placed into and optionally, the internal resource that will be
assigned

o The vendor to whom the ticket is auto-transferred
« When the ticket is auto-transferred, and if the Out of Office setting will impact it

o Whether the ticket will be shared with IT-colleagues at your subsidiaries

We have set up a General Request type for you. You will not be able to delete this queue, but you can assign a
Taskfire queue and resource, and define auto-escalation rules and Out or Office settings. If you are not going
to use it, you can inactivate it.

How to...
Create or edita requesttype

1. GotoManage> Request Types.
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2. Tocreate anew Request Type, click New Request Type.

To edit an existing Request Type, click the pencil icon.

ESa\eandCluse | QCancel

Request Typs Name * |Hardwarelssue | [« Active (appears in New Ticket form)
¥ shared with Subsidiaries

Configuration Item * | visible but optional A

Follow-up Questions
& R singleline What kind of device is it?

i #  singleline  Enter the reference number:

1. Who

When this request goes to internal help desk, who receives it?
Taskfire Queus * | General Queus A |
Internal Resource: | Eckle, Dan A |

When this request type is Auto-Transferred who receives it?

Q Autotask Training
'®) This vender via email: | v | add

2. Auto-Escalation Rules

Auto-Transfer this Type
® Never O Always ) Outside of Scheduled Business Hours

Scheduled Business Hours /

Sun Men Tue Wed Thu Fri
From: N/A 09:00 AM 09:00 AM 09:00 AM 09:00 AM 09:00 AM
To:  NjA 05:00 PM 05:00 PM 05:00 PM 05:00 PM 05:00 PM
3. Out Of Office

%I Allow Out of Office for this Request Type
When Qut of Office is enabled, this request type will auto-transfer.

NfA
NiA
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[ speichern und Schiiefen | 3 Abbrachen

Name der Anfrageart * | Hardware-Problem| b |
Gerdt* |Sid'|t|:|ar,. jedoch optional
ZFusatzfragen =F

& R Einzeilg Um welches Gerat handelt es sich?

f ® Einzeilig Referenznummer?

1. Wer

Wer empfingt diese Anfrage, wenn sie an den internen Help Desk gesendet wird?

Taskfire-Queus * Hardware-Probleme e
Intemer Mitarbeiter | Wagner, Danigl “

M aktiv (wird in Formular .Neues Ticket" angezeigt)

Wer empfangt diese Anfrageart, wenn sie automatisch weitergeleitet wird?

O Compass Analytics

(®) Dieser Ligferant dber E-Mail: | | Hinzufiigen

2. Regeln fiir automatische Eskalierung

Diese Art automatisch weiterleiten

® nie O 1mmer O AuBerhalb der asplanten Geschéftszeiten
Geplante Geschiftszeiten /

50. Mo. Di. Mi. Do. Er. 5a.

von: k.A. 09:00 09:00 09:00 09:00 09:00 k.A.

Bis: kA 17:00 17:00 17:00 17:00 17:00 kA,

3. Abwesend

M Abwesend fir diese Anfrageart zulassen

‘Wenn Abwesend aktiviert ist, wird diese Anfrageart automatisch weitergeleitet.
Request Type Enter a name that makes it clear when the request type should be used.
Name
Active Select this check box to make the Request Type available to users.

Shared with Sub- = Check to make this request type available to your subsidiaries.

sidiaries

The Shared with Subsidiaries check box only appears if your com-

pany has multiple locations with Taskfire users and you are an admin-
istrator at the parent location. Refer to "Set Up Work Sharing Between
Locations" on page 41 for more information.
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Configuration Item

Follow-up Ques-
tions

When this request
goes to internal
help desk, who
receives it?

When this request
type is Auto-Trans-
ferred who
receives it?

Auto-Escalation
Rules

This field is read-only for request types created by your service pro-

Click the dropdown to select an option:
* Not visible. When this option is selected, the Configuration ltem field is not dis-

played on the New/Edit Ticket page, and a configuration item is not required.
* Visible but optional. The Configuration Item field is displayed on the New/Edit

Ticket page, but not required to submit a ticket.
*Visible and required. The Configuration Item field is displayed on the New/Edit

Ticket page, and required to submit a ticket.

vider, but can be edited for request types created by you.

Follow-up questions will appear on the New Ticket page. They prompt the user to
enter all required information when they submit a ticket with this request type, and
reduce the need for follow-up phone calls to get clarification. You can add up to 5 fol-
low-up questions.

* Click the green plus sign to add a new follow-up question. Enter the question,
and select either a single-line or multi-line text box for the answer.

* Click the pencil icon to editor the red X symbol to delete an existing question.

Select the Taskfire queue that this type of issue should go to and the Taskfire
resource who should be assigned (if any).

Select the external vendor who will receive the ticket when it transfers automatically,
either all the time, when your company is closed, or when Out of Office it turned on,
depending on your auto-transfer settings.

Select when this type of issue should automatically transfer to us or to the selected
vendor. Options include:

* Never: Select this option if this type of issue should never automatically transfer to
us or to a vendor, although you can still manually transfer the ticket if necessary.

¢ Always: Select this option to always transfer this type of issue to us or a vendor.

* Qutside of Scheduled Business Hours: Select this option if you would like to auto-
matically transfer this type of issue only when your office is closed. This setting is
based on the Business Hours you entered in Manage > Business Hours. Click the
pencil icon to edit your business hours.

When a request type is set up to auto-escalate, the auto-escalation
will use the parent business hours for the range of hours (for example,

8 AM to 5 PM), but will convert the time to the subsidiary location's
time zone.
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Out of Office Select this check box to enable Out of Office for this type of issue. When you turn on
Out of Office for the Client Portal (Manage > Out of Office), this type of issue will
temporarily transfer to us or the selected vendor.

If a parent location is set to "out of office," all tickets that use a shared
request type will be temporarily transferred according to the out of
office settings specified in the request type.

3. Click Save and Close to finish.
Delete arequesttype

Request types you have created yourself can be deleted, as long as they have not been used with any tickets.
If they have been used, you will be able to inactivate them.

Manage Ticket Queues

Taskfire Administrator‘

a Manage > Queues

Whatis a queue?

A ticket queue is a location where related tickets are stored. Each queue has resources assigned to it who are
tasked with monitoring the queue and responding to the issues placed into the queue. Resources view queues
on the Tickets drop-down menu and will only see the queues they are assigned to monitor.

If there is no resource on the ticket all members of the queue will receive notifications on ticket activity, unless
that option is turned off on the queue detail page.

We have set up a General Queue for your use, and by default, all users with a Taskfire security level will have
access to it and will receive email notifications when tickets are added to it. This queue is a system queue and
cannot be deleted, but you can specify that only selected Taskfire resources have access toit.

You can set up any number of additional queues.

How to...
Add oredita queue
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1.

On Taskfire Queues page, click New Queue. To edit an existing queue, click the pencil icon.

The Taskfire Queue page opens:

Taskfire Quene

Hsaveandome | € cancel

Mafme ™
| [#] Active
[F] shared with Children
Desaiption *
w Resources

& Incude all Taskfire Resources for this Aceount
2 tndude only these Taskfire Resounoes

Notifications

(] motify Quews Resource(s) when Tidets ane added to tis Quewe
Oither email(z) to nolify when Tickels are added (separate with semi-colon)
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[ speichern und SchiieBen | XY Abbrechen

Mame =

Beschreibung *

Queve-Mitarbeiter

(® samtliche Taskfire-Mitarbeiter dieses Kunden sinschlisfien
(O Nur diese Taskfire-Mitarbeiter einschliefien

Benachrichtigungen

] Queue-Mitarbeiter benachrichtigen, wenn dieser Queue Tickets hinzugefiigt werden

Andere E-Mail-Empfanger, die beim Hinzufiigen von Tickets zu benachrichtigen sind (Trennung durch
Semikolon)

2. Populate or edit the following fields:

Name This name is displayed when you select the queue.
Description A description is required.
Active If you want the Queue to be available to users right away, leave the Active

check box selected.

Shared with Subsidiaries = The Shared with Subsidiaries check box only appears if your company
has multiple locations with Taskfire users and you are an administrator at the

parentlocation. Refer to "Set Up Work Sharing Between Locations" on page
41 for more information.
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N

Include all Taskfire Determines the users who are assigned to monitor the queue.
Resources for this Client

/Include only these

Taskfire Resources

Notifications Select the Notify queue resource(s) when tickets are added to this
queue check box if you would like Queue resources to receive an email

when tickets are added to the Queue, and enter any additional notification
recipients.

Delete a queue

To delete a Queue, click the delete icon on Taskfire Queues page:

Co-Managed Service Desk Quewes

b Nevs CMSD Qusus
CUELE HAME

Ganeral Cuss

ra al
y@‘ Hardwane Tzcuss

*Haueﬂuem:

NAME DER QUEUE

Allgemeine Queus

4
.49 @ Hardwars-Probleme

You cannot delete a queue that has ever had tickets in it. Instead, deactivate the queue by clearing
the Active check box. This will keep it from appearing in the navigation and from being used for a

n request type from that point forward. In addition, you cannot delete a queue that is used in a request
type. You must select a different queue in the request type before deleting the queue.

Enable and Configure Quick Tickets

Client Portal Manager, Taskfire Administrator

a Manage > Tools & Settings > Quick Ticket
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Enabling the Quick Ticket setting will allow users to create and submit tickets with only a ticket title and a
description. The remaining required fields are populated from the Quick Ticket default settings.

To enable and configure Quick Tickets...

1. GotoManage > Tools and Settings > Quick Ticket:

Quick Ticket Settings - ABLE Manufacturing

[dsaveandClose | 3 Cancel

The Quick Tacket featune allows your customerns to areate tokets using an abbreviated New Servioe Tideet page. The Quidk Tidet:
page only contains twy fields: Ticket Title and Ticket Description,

Quick Ticket

(] Enable Quidk Tideet
Ticket Defaults
Deefault Regquest Type ™
General Request -

[#F] Attempt to obtain Request Type from Tickst Title

If the Ticket Tithe containg an exact maich to & Request Type Mame, the ticket that is created will be associated with that
Request Type, Otherwise, e tidet will be associated with the Default Request Type.

Prigrity ®
Medu -

Quidk-Ticket-Einstellungen — Abel-Produktions GmbH HQ*

[ speichem und schlieBen | 3 Abbrechen

Mit der Funktion Quick-Ticket" kinnen Ihre Kunden Tickets mithilfe einer gekirzten neuen Tickstseite erstellen. Die Seite
#Quick-Ticket” enthalt nur zwei Felder: Tickettital und Ticketbeschreibung.
Quick-Ticket

] Quick-Ticket aktivieren
Ticket-Standards

Standard-Anfrageart *
|Al|gemeine Anfrags v|

] Versuch, die Anfrageart vom Tickettitel abzulsiten
Enthalt der Tickettitzl ine hundertprozentige Ubersinstimmung mit dem Mamen einer Anfrageart, wird das erstellts
Ticket mit dieser Anfrageart verbunden. Andernfalls wird das Ticket mit der Standard-Anfrageart verbundsen.

Prioritit *
Mittel

2. Select the Enable Quick Ticket check box (this will reveal additional fields).
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Default By default, all Quick Tickets will be assigned the default request type you select here.
Request Type

Attempt to If the Ticket Title contains an exact match to a Request Type Name, the ticket that is cre-
obtain ated will be associated with that Request Type. Otherwise, the ticket will be associated
Request Type  with the Default Request Type.

from Ticket

Title If you select a Request Type for your Quick Tickets that requires users to

“ select a configuration item, they will be unable to do so when creating a
Quick Ticket. When the ticket is edited later, you must first select a con-
figuration item to able to save it again.

Priority By default, all Quick Tickets will be assigned the default priority you select here.

3. Click Save and Close.

Your users will be able to access it from the Landing Page and the Tickets drop-down and sub-navigation

menus.

Define Scheduled Business Hours

Taskfire Administrator‘

a Manage > Tools & Settings > Scheduled Business Hours

The Scheduled Business Hours setting lets the Client Portal know when internal resources are available and
when your office is closed. They are used to determine when tickets should be automatically escalated to us

or another service provider.

How to...

Add business hours

1.
2.

Navigate to Manage > Tools & Settings > Scheduled Business Hours.

In the Scheduled Business Hours section, enter the start and end times for your normal business
day, when internal IT resources will be available.

In the Time Zone section, enter the time zone to use when a ticket is auto-transferred, and a request
type is set to transfer "Outside of Scheduled Business Hours".

Click Save and Close.
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Automatically transfer tickets outside scheduled business hours

For information on how to auto-transfer tickets to us or another vendor, refer to "Manage Request Types" on
page 22.

If your company has multiple locations with Taskfire users and you share work between those loc-
‘EI ations, certain rules apply when the business hours are different for one or more location. Refer to
"Set Up Work Sharing Between Locations" on page 41 for more information.

The Out of Office Setting

Taskfire Administrator‘

a Manage > Out Of Office

When the Out of Office setting is on, tickets with service request types that are configured for it are auto-
matically transferred to us (or another vendor). This allows us to serve as a backup to your internal IT staff.
The setting can be used whether you are out of the office for a couple of hours, or whether you are on vacation.

How to...

Turn Out of Office on or off
« Toturn Out of Office on, go to Manage > Out of Office and click Set to "out of office™:

e e o Oine &) Do

€3 Sct 1o “out of office” + Tam in the office

The Qo OF Orffice mioade et yous aeverrice the Sato-E scalstion settirgs fior ol Servios Reguests Types that hawe & enabied, with
e choh, Wheen Ot of Qe B unresd o, Mebwe Serviis FaQuedts with thes et Typs are bergor by fube-Trarafomed ot o
Ermrd, T vecndd bty b i whefs vioa Barew 10 lparvd e off e uimapectedly or Lite vacaton.

Pedpaeit Type Created by Enalded for Out of Dilice ¥
Gorerdll Beguet ARE [T ee =
Prinbas Prodiles ASE IT It =]
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Abwesenheitseinstellungen @

- [ Speichern und schlieBen; | €3 SchlieBen

Auf ,Abwesend™ setzen v Ich bin im Buro

Mit dem Modus Abwesend” kinnen Sie die Einstellungen der automatischen Eskalation mit einem Klick fiir alle
sernviceanfragearten dberschreiben, fir die dieser Modus aktiviert ist. Wenn Abwesend”™ aktiviert ist, werden neus Tickets diessr
Anfrageart voribergehend automatisch weitergeleitet. Diese Funktion bistet sich an, wenn Sie unenwartet das Biiro verlassen
miissen oder Urlaub genommen haben.

Anfrageart Erstellt von Geteilt Fiir .Abwesend™ aktiviert
Allgemeine Anfrage Compass Analytics I [«

Below the buttons, you will see a list of Request Types, who they were created by (your company or
ours), whether they are shared with your subsidiaries, and whether they are enabled for Out of Office.

« When you return to the office, click | am in the office to return to your standard Taskfire ticket work-
flow.

Configure request types for Out of Office

Tickets are auto-transferred to an external service provider based on their request type. Refer to "Manage

Request Types" on page 22.

Add Vendors

TaskfireAdministrator‘
a Manage > Vendors

Even though we are the service provider that makes this Client Portal available to you, we are not the only
vendor you can use it with. If you set up other vendors you work with on a regular basis, such as utilities, the
cable company, or your landlord, you can create tickets for issues they are involved with, and use email to

escalate them if necessary.

This will allow you to track all your internal help desk issues in one place.
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E Best Practice: Add a separate Request Type for each vendor you set up. Refer to "Manage Request
Types" on page 22.

How to...
Add a vendor

1. GotoManage > Vendors.

2. Enter the information for your vendor. The email address you enter will be the one that is used when
you transfer a ticket to the vendor.

3. To share this vendor with your subsidiaries, check Shared with Subsidiaries.
4. Click Save and Close.

Transfer a ticketto a vendor

You can transfer a ticket manually, or you can set up auto-escalation settings to automatically transfer certain
issues to the vendor. For more information, refer to:

"Transfer a Ticket to a Service Provider" on page 72

"Manage Request Types" on page 22

Manage Configuration Items (Devices, Assets)

By default, all users can add and edit configuration items, but this setting can be modified.

a Manage > Configuration ltems

"Configurations items" are hardware or software items (such as laptops, printers, and software applications)

that we track and support for you. They also might be called "devices", "installed assets" or "installed
products," depending on how your Client Portal is set up.

In this article, we will use the term "configuration item."
When you acquire a new configuration item (such as a desktop computer), you can add it through the Client

Portal so that we're aware of its details. This will enable us to more effectively support you if you have prob-
lems with it. Refer to "Add and Edit Configuration Items" on page 37.

In addition, maintaining an up-to-date list of these items will help you better track your own technology assets.
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How to...

Search and sortthe configuration items list

1. From the Manage tab menu, select Configuration Items or click the Manage tab and click Con-

figuration Items.

The Configuration Items page will display:

ABEIT Dan Eclde Edit Profile | Change Password

Service Tickets Propects Reports Hamage Knowledgebase Custom Links

Uses | Request Types | Queuss | Configuration Items  Scheduled Business Hours | Owtof Office | Venders

ARBOUNCEmMENt: Wilcsme to the new Chent Access Portal [More]
Waiting Approval: You have | change request(s) waiting your approval [View]

Configuration Thems

b New Configuration ftem | [ [El v | &

B Lot @ Hek

ACCOUNT PRODUCT/DEVICE  SERIAL NUMBER mlﬂ"ﬁ A REFERENCETITLE  CONTACT LOCATION INSTALLED O
| I I | |
® 7 MBLE 17-inch MacBook  (Copy of) Dy, GEange 09/23/2013
Manufacturing Pro 45RTY75530 (ABLE o
Manufacturing)
® Software, Anti- Pauksis, Alna 03/17/2011
7 Manufacturing  Virus (ABLE o
Hasufacturing)
® S aBiE Cansulting 02/25/2010 v
Manufacturing Services
® ABLE Netwerk 03/17/2010
4 Manufacturing AsEsment o
k4 I ABLE Sherefhone [P TESYHESTH Jones, John (ABLE  Cube & Room = 01172010 s
Manufacturing 110 Harufacturing) 435
x ‘99‘7 ABLE HP Laserlet 4150 37455F56 Echde, Dan (ABLE  3rd floor print 04122010 o
Manufacturing Printer Manufacturing)  stablon
pr—
Fage 1.0f 2 (27 configuraticn items) Az »
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Compass Analytics Daniel Wagner Benutzerprofil bearbeiten | Passwort andem B Abmelden o Hilfe

Tickets Projekte Berichte Werwalten KnowledgeBase

Benutzer | Anfragearten | Queuss | Gerdte | Geplants Geschftszsiten | Abwesand | Lisferanten

Ankiindigung: Willkommen beim neuen Kundenportal [Mehr]

Gerate =)
FIRMA ARTIKEL/GERAT SERIENNUMMER. REFERENZNUMMER REFERENZNAME KONTAKT STANDORT INSTALLIERT AM AKTIV
| i Il Il | | Il = | |
f 3% Abel-Produktions  Managed 111 111 Erdgeschoss 03.02.2015 (
GmbH HQ* Arbeitsplatz -
f #  Abel-Produltions  Managed 222 222 Erdgeschoss 03.02.2015 J
GmbH HQ* Arbeitsplatz
f 3% Abel-Produktions  Managed 333 333 Erdgeschoss 03.02.2015 (
GmbH HQ* Arbeitsplatz
f #  Abel-Produltions  Managed 444 444 Erdgeschoss 03.02.2015 J
GmbH HQ* Arbeitsplatz
f 3% Abel-Produktions  Managed 555 555 Erdgeschoss 03.02.2015 (
GmbH HQ* Arbeitsplatz
/ 3% Abel-Produktions  Managed 666 666 Erdgeschoss 03.02.2015 J
GmbH HQ* Arbeitsplatz
f 3% Abel-Produktions  Managed 777 777 Erdgeschoss 03.02.2015 J
GmbH HQ* Arbeitsplatz
/ 3% Abel-Produktions  Managed 888 888 Erdgeschoss 03.02.2015 J
GmbH HQ* Arbeitsplatz (V]
A7 4 Abel-Produktions  Mamaosd 999 999 Erdoeschoss 03.02.2015 a

Seite 1 von 1 (18 Gerate) << [<| ] 2] ]

Taskfire® powered by \mltotask

2. Tosearch by any of the columns, type your criteria in the field below the column header and press
Enter. The list will update.

3. Tosort by any column in ascending order, click the column header. To sort in descending order, click
the column header again.

4. Formore search criteria, click Advanced Filter, then select your criteria and click Apply Filter.
Exportthe configuration item list

1. Onthe Configuration Items list, click Export and select a format.

2. Your exported file will open in a new window.
Delete configuration items

1. Onthe Configuration Items list, locate the configuration item you want to delete.

2. Click the Delete icon.

3. Confirm the deletion.

You will not be able to delete a Configuration Item if it is associated with one or more tickets
and/or subscriptions.
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Add and Edit Configuration Items

By default, all users can add and edit configuration items, but this setting can be modified

a Manage > Configuration Items

Depending on how your Client Portal is set up, they may also be called "Installed Assets" or
"Devices." In this article, we will use the term "Configuration Item."

How to...

Add configuration items

1. From the Manage tab menu, select Configuration Items or click the Manage tab and select Con-
figuration Items.

The Configuration Items page will display.

2. Click New Configuration Item.

The New Configuration Item page will display.
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New Configuration Item

I save and Close | [ 5ave and Create Hew | €3 Cancel

Account ®

ABLE Manufacturing -
Product/Device =

Active

Installed On =

05/04/2012 5]

Warranty Expration

05/04/2013 [

Sevial Mumber

Reference Number

Reference Tide
Contact Information
Edide, Dan (ABLE Manufacturing) - g

Location

Notes

Emad Address
QALab@autotask.com

Phane
(518) 454-7878
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= speichern und schlieBen | el Speichemn und Neu erstellen | €3 Abbrechen

Firma *
| Abel-Produktions GmbH HQ* v|

Artikel/Gerat *

| B

W aktiv

Installiert am *

31.03.2015

Ablauf der Garantie

31.03.2016

Seriennummer

Referenznummer

Referenzname

Kontaktinformationen
Kontakt

i

|5|:hulz,, Johannes (abel-Produktions GmbH H{ v|
Lagerort

Notizen

E-Mail-Adresss
salesdemo@autotask.com

Telefonnummer
551-555-5534 Durchwahl 243

3. Complete the appropriate fields.

Save and Close Saves the item and closes the page.

Save and Create = Saves the article but keeps the page open.

New

Company This field will only be displayed if you have subsidiaries. If you do, you may select
the subsidiary with which the item is associated.

Product/Device Select the product or device associated with the item.
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Active

Installed On

Warranty Expir-
ation

Serial Number
Reference Num-
ber

Reference Name

Contact

Location

Notes

Select this check box if the item is active.
Enter the installation date or use the date selector.

Enter the date on which the product warranty expires or use the date selector.

Enter the product serial number. This is an alpha-numeric field. Your entry does not
have to be unique.

Enter the product reference number. Your entry does not have to be unique.

Enter the product reference name. Your entry does not have to be unique.

The default value is the user currently logged on. You may select a different contact
for this item. Depending on your security permissions, you may be able to add a new
contact by click on the + icon.

Enter the location of the item.

Enter any notes concerning the item.

4. Click Save and Close.

Edit configuration items

1. From the Manage tab menu, select Configuration Items or click the Manage tab and then click Con-

figuration Items.

The Configuration Items page will display.

2. Locate the item you wish to edit and click the pencil icon.

The Edit Configuration Item page will display.

3. Edit any of the fields described above.

4. Click Save and Close.

View Configuration ltems Associated with a User

Security levels that have this setting enabled.

For more information on configuration items, see "Manage Configuration Items (Devices, Assets)" on page

34.

To view the configuration items (installed products, installed assets) associated with a user:
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—_

Click Manage > Users.

Find the user on the list of Client Portal users.

Click the user name to open the Edit Contact page.

> LD

Click the Configuration Items (or Installed Products, Devices) tab to view the configuration items
associated with the user.

Edit Contact Q)
[sevesndcose | g Cancel
.Gmerall ﬂmt?oﬂall lCWMIml

PRODUCT/DEVICE & SERIAL NUMBER  REFERENCE NUMBER REFERENCE TITLE LOCATION INSTALLED ON ACTIVE .
|7 9 catalystasoswich 123456 123 Cisco4500 nd Boor Server  0306/2010 v |
Room
&7 W Computer, Desktop (Copy of) upi1il Dl Desktop Haome Office 12/22/2010 o
23537424
7 ¥ Computer, Desktop (Copy of) [Copy  UD111 Del Desictop Home Office 12/22/2010 ‘,
of) 23587424
&7 3 1P Laserdet 4250 PG Ird floor print 41172010 o
Printer station

[5 speichem und SchlieBen | €3 Abbrechen
|Allgemei1H Ku'l:lﬂ'purlalHGerﬁhe|

ARTIKEL/GERAT 4  SERIENNUMMER REFERENZNUMMER REFERENZNAME STANDORT INSTALLIERT AM AKTIV

f . server ABC 12345 XYL 6789 Rechner 23.05.2015 «

“ If you don't have permission to view configuration items for users, you will not see the Configuration

Items tab.

Set Up Work Sharing Between Locations
Taskfire Administrator #

Taskfire includes full support for sharing work between locations.

If your company has multiple locations and you would like to share work with your colleagues in other loc-
ations, let us know. We will set up one of your locations (usually your headquarters) as the "parent” location,
and all other locations as "subsidiaries". This will allow ticket sharing between locations in the Client Portal.

There are two ways to set this up:

o Subsidiary tickets are shared with the parent location only. Resources at the parent location are able to
see and work on parent and subsidiary tickets, resources at the subsidiary locations are able to see
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and work on tickets for the subsidiary only. See "Share subsidiary tickets with the parent location" on
page 42.

« You can also allow resources at subsidiary locations to see and work on parent and "sibling" (other sub-
sidiary location) tickets. See "Share all parent and "sibling" location tickets" on page 43.
How to...

Share subsidiary tickets with the parentlocation

This kind of sharing must be set up by the Taskfire Administrator at the parent location. The Taskfire Admin-
istrator sets up all shared request types, queues and vendors.

Set up resources

Resources associated with the parent location will be able to see and work on tickets from any location,
resources associated with a subsidiary location will only see and work on tickets for that location.

« Regardless of their physical location, add resources who need to work on tickets from more than one
location to the parent location.

Share request types, queues and vendors

1. GotoManage > Request Types (Queues, Vendors) and open the request type (queue, vendor) you
wish to share.

2. Select the Shared with Subsidiaries check box.

After you select this check box and save, the shared request type (queue, vendor) will appear on the request
type drop-down list when a user at any location is creating a new ticket, and also appear on the Manage >
Request Type Preferences page with a check mark in the Shared column to indicate its shared status.

About request types created by the solution provider

Any service request templates we (the solution provider) have created will appear in Taskfire for the parent
and all subsidiary locations. The template will even have the same name. Some changes can be made by loc-
ations, such as assigning a resource and adding auto-escalation rules.

As long at the template remains unshared the changes remain internal to that location. If, however, the parent

shares the service request template at any point, all subsidiary location-specific changes are lost and the par-
ent-shared version replaces the subsidiary version. Conversely, if the template is unshared, all subsidiary loc-
ation-specific changes are reinstated.

© 2016 Autotask Corporation | Page 42 of 106



Shared queues will appear on the Tickets menu for all parent and subsidiary resources that have been added
to the queue (Taskfire resources at the subsidiary will only see their location's tickets and not those of other
locations or of the parent), and send notifications to resources when a ticket for their location has been added

to the queue.

Vendors will be available for selection when a resource at a subsidiary or parent location transfers a ticket.

The only time you will want an unshared request type (queue, vendor) would be if the location will
handle specialized work internally that will never go outside that location.
Share all parent and "sibling" location tickets

This type of sharing allows subsidiary resources to see and work on parent and sibling location tickets.

It must be enabled by us, your service provider. It is not necessary to share request types, queues, or
vendors, but you must indicate if tickets are to be displayed for Taskfire security levels only, or both standard
Client Portal and Taskfire security levels.

Sever a parent/subsidiary relationship

If at some point the parent/subsidiary relationship in Autotask is severed, all sharing settings at subsidiary loc-
ations are removed. If at any time the relationship is reinstated, all sharing settings will also be reinstated.
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Work with Tickets in Client Portal

All Client Portal users can create tickets and view tickets they are the ticket contact or the assigned
client contact for. Other permissions depend on the security level.

a Tickets > My Tickets

When you have an issue to report to us, you can submit a ticket through the Client Portal. The ticket will go dir-
ectly into one of our IT management queues, where it will be immediately prioritized and assigned.

What is a ticket?

A ticket is the electronic record of an issue you want us to deal with. You create one to report bugs, request
technical support, or submit feature suggestions.

Most tickets will be regular service requests (reset password, upgrade Windows...), but we may

also categorize a ticket as an incident ticket (something's not working...), problem ticket or change
request ticket. This designation will appear on the upper right corner of the ticket page. Refer to
"About Change Requests, Incidents and Problems" on page 50.

The ticket initially includes only the information you enter - a title, a description of the issue, the priority,
answers to any follow-up questions, and your contact information. After we receive the ticket, assign it, and
begin to work on it, the ticket will include additional information, such as the resource assigned, hours worked,
and notes that have been added. How much of this you can see will depend on our global ticket settings and
your security level. But you will be able to track what is happening, add attachments, and enter notes of your
own.

What you can do with tickets...

If you are a user with a standard Client Portal security level

Depending on your security level, you can:
« Submit tickets directly into our ticketing system. Refer to "Create a Ticket" on page 45.
« Search for existing tickets. Refer to "Find a Ticket Using Ticket Grids" on page 54.

« Monitor the progress of previously submitted tickets and review our staff's notes and time entries.
"View a Ticket" on page 56
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« Add notes and attachments of your own. Refer to "Add a Ticket Note" on page 61 and "Add Attach-
ments" on page 63.

« Grant approvals for proposed work online. Refer to "About Change Requests, Incidents and Problems"
on page 50.

« If you are a company we bill for work done for another company (the "End Client"), you can review the
work we did for the end client. You can find more on that in the topic "Monitor End Client Tickets and
Projects" on page 101.

If you are a user with a Taskfire security level o’

Users with a Taskfire license can run their own internal help desk in the Client Portal. In addition to the fea-
tures available to standard security levels, they can:

Edit tickets once they are created. Refer to "Edit a Ticket" on page 65.
Work on internal tickets themselves. Refer to "Track Internal Time on a Ticket" on page 69.

Escalate tickets that go beyond the capacity of the internal help desk to us or another service provider. Refer
to "Transfer a Ticket to a Service Provider" on page 72.

Create a Ticket

All users
a Tickets > New Ticket

For a detailed description of tickets, see "Work with Tickets in Client Portal" on page 44.

How to...
Create a standard ticket

1. Click the Create a Ticket button on the Landing Page, or click the Tickets tab and select New Ticket.
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New Ticket

Hsae | [ssveandCloss | [l save and Create New | €3 Cancel

Request Type * Priority * Internal Resource
| General Request v | [iselect) v | | Unassigned v
Ticket Title

Description

Contact Information

Ticket Contact * Email Address Phone
| Robertson, Bob (A1 Facilities Management) v| iwinkler@autotask.com 551-555-5513

Configuration ITtem

®showall aAssociated with | Robertson, Bob (A1 Facilities Management) v |
Configuration Item

Serial Number Reference Number Reference Name

Follow-up Questions

‘When do you need a response for this request?
‘What is the best way to contact you with an update?
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Neues Ticket

|= speichern | [ Speichern und schliefien | [l Speichern und Neu erstellen | () Abbrechen

Firma™*

[ Abel-Produktions GmbH HQ® M

Anfrageart * Prioritat * Interner Mitarbeiter

[Hardware-Problem w|  [(Auswshlen) ] [Nicht zugewies. v

Tickettitel =

Beschreibung *

Kontaktinformationen

Ticketansprechpartner * E-Mail-Adresse Telefon

[ Wagner, Daniiel (Abel-Produktions GmbH HQ*)  v| e salesdemo@autotask.com 551-555-5517
Gerat

@Alle anzeigen O\'erbunden mit |Wagne.r, Daniel (Abel-Produktions GmbH HQ*) v|

Gerdt

| | &

Seriennummer Referenznummer Referenzname

Zusatzfragen

Referenznummer fir Gerat?
|

Wen kiinnen wir bei Nachfragen kontakiieren? |

2. Complete the following fields:
Account Defaults to the location of the logged-in user. If you have set up work sharing

between locations, you can select a different location.

Request Type Select a the most appropriate request type. When you make your selection, the
page may refresh and request type-specific follow-up questions may be displayed.
Please enter as much information as possible. This will help us assign the right tech-
nicians to you service request and will speed up the resolution.

Picking the right request type is crucial. Request types determine if
the ticket is sent to us, your service provider, or, if you have licensed
the Taskfire internal help desk, is assigned to an internal queue.
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Priority

Internal Resource

Ticket Title

Description

Self-Help

Contact Information

Ticket Contact

If you see the Priority field, select a priority for the issue. Options include Critical,
High, Medium, and Low. You will only see this field if your Client Portal Security
Level allows you to set the Ticket Priority. Otherwise, the Priority is determined by
settings in Autotask. Taskfire users will always see the Priority field because it rep-
resents the Taskfire Priority, not the ticket priority.

Select an internal resource if this ticket will be worked on by internal staff.

The internal ticket resource is the person at your company who is assigned to work
on the ticket. The internal resource automatically receives all notifications asso-
ciated with the ticket, including status changes, and any updates we make on trans-
ferred tickets, including notes and actions. The ticket will appear on their My Tickets
page in Client Portal.

Type a title for your ticket. Make this title as clear as possible to communicate your
issue.

Type a description of the issue. Include as much detail as you can, including what
the problem is, how to replicate the issue (if applicable), and any other important
details.

Appears only if Knowledgebase is enabled for your company. Click the Self-Help
button to access articles in the Knowledgebase that relate to the ticket you are cre-
ating and which might help you solve your issue. See "Use the Knowledgebase" on
page 94 for more information.

Defaults to your name, but you can select a different contact. This is the person that
we will contact if we need additional information. The contact's email address and
phone number will be displayed, but cannot be edited.

Configuration ltem (may not be displayed for all Request Types)

Show All/ Asso-
ciated With

Configuration Item

Selectthe Show All radio button to select from all configuration items installed for
your company. Select Associated with to filter the configuration item list by items
associated with the ticket contact.

Select the configuration item this ticket is related to by clicking the configuration item
selector icon, or typing the name of the configuration item into the field. The con-
figuration item list only contains products we have added for your company. Con-
figuration items on the drop-down list appear in the following format:

[Configuration Item Name| [Serial Number] | [Reference Number] | [Reference
Name].

For certain request types, selecting a configuration item may be
required.

Follow-up Questions

Follow-up Ques-
tions

Answer any follow-up questions that appear. Not all request types will have ques-
tions. These are used to help us gather important information from you up front, so
we can begin working on the issue as quickly as possible.

© 2016 Autotask Corporation | Page 48 of 106



Additional Information

Additional Inform- = Any ticket user-defined Fields (UDFs) that have been added and set to display in the
ation Client Portal will appear in this section.

3. Click Save when you are finished.

The ticket is now submitted. You can check the status of your ticket any time through the portal, using the My
Tickets, Open Tickets, or Find Tickets search options. Refer to "Find a Ticket Using Ticket Grids" on page 54

for more information.
Create a Quick Ticket

The Request Type and Priority default to the settings configured by your Manager. If you
want to control the content of these fields, use the standard ticket page described above.

1. Click the Create Quick Ticket button on the Landing Page, or click the Tickets tab and select New
Quick Ticket.

b save andcose | 3 Canesl
Tickeet Tithe ™
Printer s

Ticket Description ™
Uprstairs pritner is jamming regularly. -

© 2016 Autotask Corporation | Page 49 of 106



[ speichern und SchlieBen | 23 Abbrechen
TIEkettltE- lt
| Drucker ausgefallen

Ticketbeschreibung *
Verbindung zum Drucker kann nicht mehr hergestellt wardan,|

2. Complete the following fields:

Title Type a title for your ticket. Make this title as clear as possible to communicate your issue.

Description = Type a description of the issue. Include as much detail as you can, including what the prob-
lem is, how to replicate the issue (if applicable), and any other important details.

3. Click Save and Close.

About Change Requests, Incidents and Problems

In Autotask, the parent application to your Client Portal (and the one we use to manage our business), there
are several types of tickets we can create.

« Thefirstis an ordinary Service Request. A ticket that asks us to upgrade your SnaglIT license to ver-
sion 12 would be a Service Request.

» Thesecondis called an Incident, a type of ticket where something is not working as expected. It could
be a standalone issue, like when a printer is not working. When the printer is fixed, the issue is
resolved and your service request is completed.

« Sometimes, however, anissue is part of a larger unknown problem. And sometimes a group of tickets
all have the same root cause. These issues are Incidents, and the cause of these incidents is the
Problem.

More aboutincidents and problems

Our goal is to restore normal IT service operations as quickly as possible to minimize the
adverse impact on your business operations. Associating incidents with a problem can help us
do that by allowing us to track, manage, and resolve all related incidents together instead of
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handling each one separately.

If one of your tickets is associated with either problem tickets or incident tickets, you'll see cor-
responding sections on the Ticket Detail view. These sections will list any problems or incid-
ents associated with the base ticket. Just click the problem or incident ticket number to open
the associated ticket.

The last type of ticket is a Change Request.
More about change requesttickets

The objective of change management is to control and enable beneficial changes with minimum
disruption to your business. In order to support that objective, formal approvals by one or sev-
eral people are required. We may even assign change approvals to you, so you can approve or
reject a change that will impact your business operations.

There are several differences between regular tickets and Change Request tickets:

« Change Request tickets have their own grid under the Tickets > My Change
Approvals, where all tickets that you have approved or need to approve are listed. A flag
will let you know if there are change requests waiting your approval.

Tickets Projects Reports Manage Knowledgebase

NewTickst = NewQuickTicket | MyTicksts | OpenTickets | RecentlyCompleted Ticksts | MyChange Approvals | TicketSearch | Queuses | End Client Tickets

Announcement: Welcome to the new Client Portal [More]
Waiting Approval: You have 1 change request(s) waiting your approval [View]
mcm =
| &
TICKET NUMBER . TICKET TITLE COMPANY TASKFIRE PRIORITY ~ TASKFIRE STATUS CREATE DATE CHANGE APPROVAL STATUS MY CHANGE APPROVAL STATU

| i Il Il Il | I

p T20121102.0004 Server Support: Offline ABLE 11f02f2012 Fartially Approved Waiting Approval
overnight. Need to update Manufacturing HQ
senver

p T20140116.0001 Executive printer not working ABLE 01/18/2014 Partially Approved Approved
Manufacturing HQ

Tickets Projekte Berichte Werwalten KnowledgeBase

Meues Ticket ‘ Neues Quick-Ticket | Meine Tickets | Offene Tickets | Kirzlich abgeschlossene Tickets | Meine Change-Genehmigungen Ticketsuche Queues Endkundentickets

Ankiindi beim neuen K tal [Mehr]

Warten auf Genehmigung: Sie haben 1 Change Reguest(s), die auf Ihre Genehmigung warten [Anzeigen]
B~ | @

CHANGE- INGS- MEIN CHANGE- INGS-

TASKFIRE-

TICKETNUMMER & FIRMA TICKETTITEL TASKFIRE-STATUS ERSTELLUNGSDATUM

PRIORITAT STATUS STATUS
| Il Il \ Il
p T20150407.0002 Abel- Drucker - Ersziz  Hoch Neu 07.04.2015 Angefordert ‘Warten auf Genehmigung
GmbH HQ* notwendig

« Onthe ticket title bar, the ticket is identified as a Change Request Ticket
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'20140116.0001 - Executive printer not working Change Reguest Ticket)

(D AddTime | []AddNote | fF AddAttachment | (] knowledgeBase w | @ Print | EQ) Close

‘Work History
DATE RESOURCE TITLE HOURS
No data to display

Problem Tickets

COMPANY NAME TICKET NUMBER TICKET TITLE TASKFIRE STATUS SERVICE PROVIDER STATUS RESOURCE(S)

A1 Facilities Management T20140617.0002 Moving time Escalats Unassigned

Assigned (Service Provider)

Incident Tickets

COMPANY NAME TICKET NUMBER TICKET TITLE TASKFIRE STATUS SERVICE PROVIDER STATUS RESOURCE(S)

ABLE Manufacturing HQ T20130611.0003 Executive printer not working Transferred ‘Waiting Customer Unassigned

Assigned (Service Provider)

Approvals

Partially Approved

( You approved on 10/27/2014 10:19 AM:

J Update Approval
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T20150407.0002 - Drucker ausgefallen - Ersatz notwendig ( .. Change Request-Ticket)

(7 Bearbsiten | (5) Ubertragen | (7) Zeit hinzufiigen | [7] Notiz hinzufiigen | #F Anhang hinzufiigen | (2 AbschiieBen | (] KnowiedgeBase » | @) Drucken | 3 SchlieBen

Ticketnummer

T20150407.0002

Firma Erstellungsdatum Erstellt von TASKFIRE-

Abel-Produktions GmbH HG® 07.04.2015 0B:15 Mitarbeiter des Serviceanbisters STUNDEN
0,00

Anfrageart Taskfire-Status Serviceanbieterstatus :

Erstellt von Serviceanbieter Meu Neu

Ticketansprechpartner Taskfire-Prioritat Serviceanbieter-Prioritat

Hoffmann, Maria Hoch Hoch

551-555-5538

Mitarbeiter Queue

Hoffmann, Maria Allgemeiner Qusus

Beschreibung

Drucker ausgefallen - Ersatz notwendig Selbsthilfe

Drucker muss komplett neu ersetzt werden.

Tatigkeitsverlauf
DATUM MITARBEITER TITEL STUNDEN
D 07.04.2015 08:15 Mitarbeiter des Serviceanbicters An Taskfire weitergeleitet

Gearbeitet: 07.04.2015 08:15
Notiz: Druckerersatz

Genehmigungen

Angefordert

Warten auf Thre G

« At the bottom of the ticket, you'll see an Approvals section, where you can approve or
reject the change, or update your approval

« If you've opened a change request ticket that requires your approval, you'll also see an
alert at the top of the ticket.

How to...

Approve orrejecta change request

1.

o M b

Click the View link in the Waiting Approval banner on the landing page or navigate to Tickets > My
Change Approvals.

Click the ticket number to open the ticket.

Scroll to the Change Information section and review the proposed change(s).
Scroll to the Approvals section.

Optionally, enter the reason for your approval or rejection.

Click Approve or Reject.

Update your approval or rejection
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You can change your mind about a previous approval or rejection.

1. Open the ticket and scroll to the Approvals section.
2. Enter the reason for changing your approval or rejection.

3. Click the Update Approval or Update Rejection button.

Find a Ticket Using Ticket Grids

All users can see the tickets they submitted, and Taskfire users can see the queues they are a mem-
ber of. Permission to see all tickets is governed by your security level.

a Tickets Menu

When you click on the Tickets tab, a menu of options lets you choose from several grids that filter your com-

pany's tickets in different ways. The options you will see will depend on your security level.

Standard Client Portal Secur- | Standard Taskfire Security

Menu Description ity Levels Levels

Option
| e e s | s

My Tickets = Tickets where the user is the Yes  Yes Yes Yes Yes

Ticket Contact
Open Tick- = Incomplete tickets, including recur- No All All All All
ets ring tickets due within 30 days

and tickets at subsidiary locations.
Recently Tickets completed within the last7  Mine = All All All All
Completed = days.
Tickets
My Tickets that require your approval. Mine All All All All

Change Refer to "About Change
Approvals  Requests, Incidents and Prob-
lems" on page 50

Ticket All tickets regardless of status. Mine  All All All All
Search
Queues All tickets assigned to the queue.  No No No Queues All

Refer to "Manage Ticket Queues" they are

on page 26. assigned

to

End Client = Tickets for which your companyis = No Yes Yes Yes Yes
Tickets the Company to bill. See "Monitor

End Client Tickets and Projects"

on page 101.
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The grids in which tickets are displayed are very flexible. You can add, remove, reorder, sort, and filter on
columns. The Advanced Filter provides detailed search criteria for locating specific tickets.

Whether or not you can display the Service Provider Priority column depends on your Client Portal
security level settings.

How to...
Add, remove and reorder columns

1. Click the Column Chooser icon. A window that displays available and selected columns will open.

To add an available column, select it and click the right arrow. It will be added to the Selected list.
To remove a column, select it and click the left arrow. It will be added to the Available list.

To reorder the columns, highlight a selected column and click the up or down arrow.

2. Click Save and Close.

Outside of the column chooser, you can also click on a column header and drag the column
to a new location.

The Priority column (for Taskfire users, Service Provider Priority) is only available to users
with security level permission to view Priority.

Exportthe columns displayed in the grid
1. Place your mouse over the Export icon at the top of the list and select the type of export you'd like
(CSV, Excel, or PDF).

If you plan to print the report, select the .PDF format.

2. The ticket report opens in a new window.

Sorton a column header
1. Click a column header to sort it in ascending order.
2. Click again to sort in descending order.

Filter on column headers
« Enteryourfilter criteria directly in the field below the column header. The filter will be applied shortly
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after you stop typing.

You can search by multiple columns at once. For example, once you search by company
name Acme, you can then search the Acme company tickets by another filter.

Use advanced filtering
1. Click the Advanced Filter icon on any ticket grid.
2. Foreach column you wish to filter on, select afilter type (if necessary), an operator, and the values.
3. Click Apply Filter. This will return you to the ticket grid, with your new filter applied.
4. To modify the filter, click the Edit link at the top of the grid.
5

. Toclear the filter, click the Clear link.
Open a ticket

Click on the magnifying glass icon to open a ticket in a new window.

View a Ticket

All users can at least open tickets they are the ticket contact for
a On any ticket grid, click the magnifying glass on a ticket row

All Client Portal users can view tickets they are the ticket contact for. The ticket page they see, however,
depends on the security level assigned to them.

The ticket view for users with standard Client Portal security levels

Users with a standard Client Portal security license see a ticket view that reflects the fact that they can follow
the ticket in the Client Portal, add a note or an attachment, consult the Knowledgebase if it is enabled, and
print the ticket. All ticket fields are read-only.

Your Security Level permissions determine whether or not you will see the ticket Priority field. By
default, users with a standard Client Portal security license do not see the field. That permission can
be changed with a custom security level.

If you are a Client Portal user without access to Taskfire, and co-workers are Taskfire users, those
co-workers will see a Taskfire Priority that does not display for non-Taskfire users.
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[ AddNote | #F Add Attachment | [ knowledgefase » | @ Print | €3 Close

Ticket Number
T20150219.0004

Account
ABLE Manufacturing HQ

Request Type
Hardware Issue

Ticket Contact
Eckle, Dan
551-555-5517-23

Resource(s)

Description

Create Date
02/19/2015 02:42 PM

Taskfire Status
Mew

Created By
Eckle, Dan

Service Provider Status

Computer doesn't boot
I have tried unplugging.

Follow On Questions

Q: What kind of device? A: PC
Q: xasadsa A: no answer

Configuration Item
Managed Workstation
Serial Number Reference Number Reference Name
8907246910416 REF-898343
‘Work History
DATE RESOURCE TITLE HOURS

Mo data to display
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T20120604.0001 - Alarm: Abel-Produktions GmbH HQ Server Verbindung ist fehlgeschlagen™®

(D) zsit hinzufiigen | [ Notiz hinzufiigen | #F Anhang hinzufigen | [[]l KnowledgeBase = | @ Drucken | ) SchlieBen

Ticketnummer

T20120604.0001

Firma Erstellungsdatum Erstellt von

Abel-Produktions GmbH HQ* 03.02.2015 06:54 Mitarbeiter des Serviceanbisters
Anfrageart Taskfire-Status Serviceanbieterstatus
Erstellt von Serviceanbister Meu

Ticketansprechpartner Serviceanbieter-Prioritit
Wagner, Daniel Kritisch

551-555-5517-23
Mitarbeiter

Zugewiesen (Mitarbeiter des Serviceanbieters)

Beschreibung

Alarm: Abel-Produktions GmbH HQ Server Verbindung ist fehlgeschlagen® Selbsthilfe

Kunde: Abel-Produktions GmbH HQ

Gerat: Server- 192.168.10.10

Service: Verbindung

Zustandslibergang: Von intermediar auf fehlgeschlagen
Zeit der Zustandsiibergang: 14:11:27.207469-05
Prifung(en): Gerat #£1: 192,168.10.5

Scan-Details:

Paket-Verlust (3%): 100

Time to Live (hops): 0
Durchachnittliche Rundfahrtzeit (ms): 0

Meldung: 1

Meldung aktiviert: 14:11:43.030423-05
Meldung versendet: 14:12:05.615503-05

Tatigkeitsverlauf

Standard Client Portal users see the following options on the task bar of a ticket:

Add Note Users can add a note to any ticket they can view. These notes can be viewed by internal and
service provider resources. Refer to "Add a Ticket Note" on page 61.

Add Attachment = Users can add an attachment to any ticket they can view. These attachments can be viewed
by internal and service provider resources. Refer to "Add Attachments" on page 63.

Knowledgebase Ifthe Knowledgebase is enabled, you will see a Knowledgebase option. Refer to "Use the
Knowledgebase" on page 94.

Print To print the ticket view, click Print.

The ticket view for users with Taskfire security level »

Users with a Taskfire security level are members of your internal help desk who are working on tickets. They
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might escalate some tickets to us, but for the tickets they work themselves, they need much the same func-

tionality we have in Autotask.

Your Client Portal security level permissions determine whether or not you will see the Service Pro-
ﬂ vider Priority field. By default, users with a standard Taskfire security license do see the Service Pro-

vider Priority. That permissions can be changed with a custom security level.

Taskfire users see the following additional options on the task bar of a ticket:

T20150219.0004 - Computer doesn’t boot

& Edit | ) Transfer | (D AddTime | []AddNote | fF AddAttachment | (Z Complete | [l knowledgeBase w | @iprint | §€ Delete | 3 Close

@, Ticket is being worked on by ABLE Manufacturing HQ

Ticket Number

T20150215.0004

Account Create Date Created By TASKFIRE

ABLE Manufacturing HQ 02{18/2015 02:42 PM Eckle, Dan HouRs
. . 0.75

Request Type Taskfire Status Service Provider Status

Hardware Issue MNew

Ticket Contact Taskfire Priority Service Provider Priority

Eckle, Dan Critical

551-555-5517-23

Resource(s) Queue

Eckle, Dan General Queue

Description

Computer doesn't boot Self-Help

I have tried unplugging.
Follow On Questions
Q: What kind of device? A: PC

Q: xasadsa A: no answer

Configuration Item
Managed Workstation

Serial Number Reference Number Reference Name
8907246910416 REF-898343
Knowledgebase Articles
‘Work History
DATE RESOURCE TITLE HOURS
@ / 02/20/201505:51PM  Eckle, Dan Time Entry 0.75

Worked: 02/20/2015 05:06 PM - 02/20/2015 05:51 PM
Note: The PC might have gotten fried in the surge.
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T20120603.0003 - Email gerade erhalten, Drucker ist ausgefallen.

(O z=it hinzufiigen | [7] Notiz hinzufiigen | #f Anhang hinzufiigen | [l KnowledgeBase v | &) Drucken | €3 SchlisBen

%ﬁ' Diesas Ticket ist derzeit in Bearbeitung durch Compass Analytics

Ticketnummer

T201206035.0003

Firma Erstellungsdatum Erstellt von TASKFIRE-
Abel-Produktions GmbH HQ™ 01.02.2015 19:00 Mitarbeiter des Serviceanbisters STUNDEN
Anfrageart Taskfire-Status Serviceanbieterstatus 0,00
Erstellt von Serviceanbister Warten auf Ausfihrung

Ticketansprechpartner Serviceanbieter-Prioritat

Waagner, Daniel Hoch

551-555-5517-23

Mitarbeiter

Zugewiesen (Mitarbeiter des

Serviceanbieters)

Beschreibung

Email gerade erhalten, Drucker ist fall Selbsthilfe

Kunde hat telefonisch gemeldet, der Drucker reagiert nicht.

Tatigkeitsverlauf
DATUM MITARBEITER TITEL STUNDEN
@ 02.02.2015 10:00 Mitarbeiter des Serviceanbieters Zeiteintrag

Edit

Transfer

Add Time

Complete

Delete

Gearbeitet: 02.02.2015 10:00
Motiz: Der Vorort-Techniker muss die Druckerverbindung dberpriifen

Taskfire users can put the ticket into Edit mode and modify a number of fields. Refer to "Edit a Ticket"
on page 65.

Tickets that were initially created as internal tickets can be manually transferred to a service provider.
Refer to "Transfer a Ticket to a Service Provider" on page 72.

Taskfire users are able to track their time on all tickets, internal or transferred. Refer to "Track Internal

Time on a Ticket" on page 69.

‘E| Resource time can be reported on using "The Time Tracking Report" on page 91.

Taskfire resources can complete tickets. This updates the Taskfire Status to complete. Taskfire Status
is separate from the Service Provider Status, which is independently set by the service provider.

Taskfire users can delete Internal tickets, even if work has been performed on them. However, tickets
that were transferred to a vendor cannot be deleted, and the Delete option is not displayed for trans-
ferred tickets.

“ Taskfire fields and functions will not appear on a ticket that was created before Taskfire was turned

on for your company. To get this functionality, you must re-create the ticket.
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Add a Ticket Note
All users with access to the ticket

Ticket notes are used to track information, update the status, and communicate with internal and extermnal

ticket resources. All notes support email notification, which allows you to send the text of the note to selected
individuals.

To add a ticket note...

1. Find the ticket to which you would like to add a note and open it.

2. Onthe Ticket View page, click Add Note. The Note page opens.

New Ticket Note: T20140617.0004

Hswe | @ cancl

Ticket Status
| Transferrad ¥

Title ®

Mote ®

¥ notify the Ticket Contact (Bob Robertson)
Enter email addresses of the other recipients, separated by semicolons
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Neue Ticketnotiz: T20120530.0001

= speichemn | 3 Abbrechen

Titel *

Motiz *

W] Mitarbeiter auf diesem Tickst benachrichtigen
Geben Sie die E-Mail-Adressen der anderen Empfénger getrennt durch Semikolon ein

3. Complete the following fields:

Ticket Status This field is only displayed for users with a Taskfire security level. It refers to
the Taskfire, thatis the internal help desk status of the ticket. The service pro-
vider has a separate status field.

The status can be updated as needed.

Title The Title field is required.
Note The Note field is required.

Notify the Resource on this = Users with a standard security license will see Notify the Resource on
Ticket/ Notify the Ticket this Ticket, users with a Taskfire security license will see Notify the
Contact Ticket Contact. By default, this box is checked.

Enter email addresses of If you enter any email address, the contents of the note will be sent to the
the other recipients, sep- recipients as an email. They do not have to be Client Portal or Autotask
arated by semicolons users.

4. Click OK to add the note, or click Cancel.
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Any resource on the ticket (at your company or ours) will automatically be notified via email. If you
selected the Notify the ticket contact option, that person will also be notified via email that the note
was added.

Add Attachments
All users with access to the ticket, project or Knowledgebase article

An attachment is afile that is linked to a ticket, project or Knowledgebase article, such as a screen shot of an
error message or a Word document that provides background information.

Supported File Types and Size

The file size for uploaded attachments is limited to 10 MB. Autotask will not accept the following file formats:
ade, adp, app, asp, aspx, bas, bat, cer, chm, class, cmd, cnt, com, cpl, crt, csh, cshtml, der, exe, fon, fxp,
gadget, hlp, hpj, hta, inf, ini, ins, isp, its, iw, js, jse, ksh, Ink, mad, maf, mag, mam, maq, mar, mas, mat, mau,
mav, maw, mda, mde, mdt, mdw, mdz, msc, msh, msh1, msh1xml, msh2, msh2xml, mshxml, msi, msp,
mst, ops, osd, pcd, php, pif, plg, prf, prg, ps1, ps1xml, ps2, ps2xml, psc1, psc2, pst, reg, scf, scr, sct, shb,
shs, tmp, url, vb, vbe, vbp, vbs, vsmacros, vsw, ws, wsc, wsf, wsh, xnk.

To add an attachment...

“ You must first save the parent entity (ticket, project or knowledgebase article). Then you can add an
attachment.

1. Click Add Attachment. The New Ticket / Project / Knowledgebase Attachment page will display.
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[ savenciose | €3 cancel

Name *

File to Attach®

m Mo file chosen Attach File
Files to Add

# tutotask Loge Acheckipg

New Ticket Attachments: T20140617.0004

Neue Ticketanhdnge: T20120530.0001

[ speichem & SchlieBen | 3 Abbrechen

Mame *

Anzuhdngende Datei *

Browse... Datei anhangen

Hinzuzufiigends Dateien
¢ Autotask Logo ATCheckmarklogo.png

Enter a Name for your attachment.

Click Browse or Choose File to locate and select your attachment.

Click Attach File. It will appear on the list at the bottom of the page.

To create additional attachments for this item, repeat steps 2 - 4.
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To remove an attachment, click the Delete icon next to it in the list.

6. When you have added all attachments, click Save & Close.

The files will be uploaded and can be accessed by everyone with access to the ticket.

Edit a Ticket

Users with a Taskfire security level can edit tickets that are being worked on by your internal help

desk ‘

a On any ticket grid, click the magnifying glass on a ticket row to open the ticket, then click the Edit
icon

When you create a ticket and assign it to your internal help desk, a number of fields remain editable as long
as:

o You have a Taskfire security level
o Theticket status is not equal to Complete

o Theticket was created after Taskfire was enabled for your Client Portal

Refer to "Find a Ticket Using Ticket Grids" on page 54 for information on how to search for a ticket.

How to...
Edit a ticket

1. Click the Pencil icon at the top of the ticket preview page or window.

The ticket opens in edit mode. The fields you can change are active for editing. The fields you cannot
edit, such as the transferred status and priority, are not active for editing:
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150219.0004 - Computer doesn't boot

Hsae  [Esaeandclose | & .0 | 4 @ | ) knowiedget
@- Ticket is being worked on by ABLE Manufacturing HQ

Ticket Number

T20150219.0004

Account Create Date Created By

ABLE Manufacturing HQ 02/1%/201502:42 PM Eckle, Dan

Request Type Taskfire Status Service Provider Status
Hardwars Issus | MNew v |

Ticket Contact * Taskfire Priority Service Provider Priority
| Eckle, Dan {ABLE Manufacturing HQ ¥ | | Critical v |

Resource(s) Queue *

| Eckle, Dan v | General Queue v

Description

Computer doesn't boot Self-Help

I have tried unplugging.
Follow On Questions

Q: What kind of device? A: PC
Q: wasadsa A2 no answer

Configuration Ttem *

|Managed Workstation (ABLE Manufacturing HQ): 8907246910416

Reference Number
REF-2828343

Serial Number
8907246010416
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T20150407.0002 - Drucker ausgefallen - Ersatz notwendig

|@ |n|KmMedgeBasev|

I speichern | [ Speichem und Schliesfen | £3 | O

Ticketnummer
TZ0150407.0002

Firma

Abel-Produktions GmbH HG*

Anfrageart
Erstellt von Serviceanbister

Erstellungsdatum
07.04.2015 08:15

Taskfire-Status

Erstellt von
Mitarbeiter des Serviceanbisters

Serviceanbieterstatus
MNeu

Ticketal riner * Taskfire-Prioritat Serviceanbieter-Prioritat
Hoffmann, Maria (Abel-Produktions ¢ W Hoch 1 Hach

Mitarbeiter ueue *
Hoffmann, Maria i Allgemeiner Queus i

Beschreibung

Drucker ausgefallen - Ersatz not dig Selbsthilfe

Drucker muss komplett neu ersstzt werden.

2. Make the required changes. You can edit the following fields:

Resource(s) @ You can change the internal resource assigned to the ticket.
Click the dropdown and select any resource with a Taskfire security level.

Ticket This is the person that we will contact if we need additional information.

Contact
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Taskfire
Status

Taskfire Pri-
ority

Queue

Configuration
Item

3. Click Save.

The Taskfire Status is assigned by your company. Initially, it is populated by the Request
Type, but you can change itin Edit mode. The following statuses are available:

New: Use for a brand new ticket.

In Progress: Use for a ticket that is currently being worked on internally at your com-
pany.

On Hold: Use for a ticket that has been placed on hold.

Transferred: Use for a ticket that has been transferred to us or another party to work on.
Transfer Complete: Use to indicate that the party the ticket was transferred to (either us

or another vendor) has completed work on the ticket and itis now back in your court.
Complete: Use to indicate that the resource at your company has completed work on the

ticket.

When you set a ticket's status to complete and save it, you will no longer
be able to edit it. If this ticket has gone back and forth between you and us,

“ you may also want to add a note stating you have completed work on it so
we will know to complete our version of the ticket.

Any tickets that were created before you enabled Taskfire will appear with
a Taskfire Status of "Transferred."

The Taskfire priority is assigned by your company. Initially, itis populated by the request
type, but you can change itin edit mode.

Aticket queue is a location where related tickets are stored. Each queue has resources
assigned to it who are tasked with monitoring the queue and responding to the issues
placed into the queue. Resources view queues on the Tickets drop-down menu and will
only see the queues they are assigned to monitor.

If there is no resource on the ticket all members of the queue will receive notifications on
ticket activity, unless that option is turned off on the queue detail page. See "Manage
Ticket Queues" on page 26 for details.

Select a different queue from the Queue drop-down list. Note that this can change the
resources who will be able to see the ticket.

When you edit the ticket, you can also select a different configuration item from the
drop-down list. Configuration items on the drop-down list appear in the following
format: [Configuration ltem Name| [Serial Number] | [Reference Number] | [Refer-
ence Name]. This helps you easily differentiate between configuration items that
have the same name.
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Track Internal Time on a Ticket

Users with a Taskfire security level can enter time on tickets that are being worked on by your

internal help desk ‘

a On any ticket grid, click the magnifying glass on a ticket row to open the ticket, then click Add Time

Time entries are used to track the time you've spent working on a ticket and to record the type of work you've
performed. Users with access to all your company's tickets can run a Time Tracking Report that summarizes
internal work by Company, Configuration Item, Request Type, Resource or Queue. Refer to "The Time Track-
ing Report" on page 91.

To add a ticket time entry...
1. Find the ticket to which you want to add time and open it.

2. Onthe Ticket View page, click Add Time to open the Time Entry window.

© 2016 Autotask Corporation | Page 69 of 106



New Ticket Time Entry: T 0006 - 4

HsaeandClose | €3 cancel

Resource *

| Eckle, Dan T |

Status *

| New v

Date * Start Time* End Time*  Hours Worked * Minutes Worked *

loz2/24/2015 | Elo1:28pm [ [o1:28Pm | [0

Mote *

Internal Note
®) visible to Taskfire Users AND Service Provider
L Visible to Taskfire Users ONLY

Notify
[ notify Ticket Contact (Robertson, Bob)
L) all Assigned Resources (Taskfire and Service Provider)

Enter email addresses of other recipients, separated by semicolons
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Neuer Ticketzeiteintrag: T20120604.0001 - Alarm: Abel-Produktions GmbH HQ Server Verbindung ist...

[ speichem und schiieBen | €3 Abbrechen

Mitarbeiter *

|Wagner, Daniel Vl

Status *

| Meu vl

Datum * Starizeitpunkt* Endzeitpunit* Geleistete Arbeitestunden * Gelsistete Arbeitsminuten *

[=oz:0¢ | [os:04 o ] ]

|31.03.2015

Notiz™

U an Lsung anhdngen

Interne Motiz
(®) sichtbar fiir Taskfire-Banutzer UND Serviceanbister

() sichtbar NUR fiir Taskfire-Benutzer

Benachrichtigen
[l Ticketansprechpartner benachrichtigen (Wagner, Daniel)
L alle rugewiesensn Mitarbeiter (Taskfire und Serviceanbieter)

3. Populate the following fields:

Resource Taskfire Administrators can change the name of the resource and add time on another user's
behalf.

Status Select the appropriate ticket status
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Date and = The date defaults to the current date, and both Start and End Date to the currenttime. You can

Time change either field, or enter the hours and minutes worked. In that case, the Start Time is recal-
fields culated.

Note The text entered into the Note field is visible to all users with access to the ticket.

Internal Before you enter an Internal Note, use the radio buttons to indicate whether or not you'd like
Note the note to be visible to your Service Provider.

Notify Select or enter the recipients of an email that contains the text of the note.

4. Click Save and Close.

Transfer a Ticket to a Service Provider

Taskfire security levels only ‘

a Open the ticket you want to transfer from one of the ticket grids

There are times when you might need to manually transfer a ticket to us or another service provider for assist-

ance.
Let's say you usually handle printerissues in-house and we handle serverissues. You have a printer
issue that turns out to be a network connection problem. You can transfer the ticket to us, we will

complete our portion of the work, and then send the ticket back to you to finish work on your end.

You are also able to transfer the ticket to another vendor. You might want to use this feature to track internal
service needs beyond IT, such as your electrician, plumber, or janitorial service.

You can configure Request Types so that certain tickets are automatically transferred (or escalated)
to us. See "Manage Request Types" on page 22.

To manually transfer a ticket...

1. Inthe menu bar of the Ticket View, click Transfer. The Transfer Ticket window opens:
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ESaue

Transferring Ticket: T20140617.0006

| €3 cancel

Who would you like to transfer this ticket to?
® putotask Training

- OF -

() To this vendor via email: = | (Select) r

Mote =

2. Populate the following fields:

Radio but-
ton: Who
would you
like to
transfer
this ticket
to?

Vendor
selection
dropdown

Note

3. Click OK.

The radio button defaults to our company name.

If you select this option, the ticket will appear in the appropriate queue in our database
where we will see it and schedule work on it. A new external status: Transferred Status
and external priority: Transferred Priority will appear. We may ask you a question via sys-
tem note. If we do, you'll be notified. Or, we may complete the ticket, in which case your
internal Status will be updated to Transfer Complete, and you'll be notified that our work
on the ticket is finished.

If you select To this vendor via email: a snapshot of the ticket is taken and is pasted into
an email, which is sent to the vendor. A new external ticket status Transferred to this
Vendor appears with the name of the vendor (click the name to view the contact inform-
ation). You will still need to track and update the ticketin Client Portal.

This field is only enabled when To this vendor via email:is selected. Select another
vendor from the dropdown.

Enter text describing the issue and why you are transferring the ticket.
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Work with Projects in Client Portal

To view projects in the Client Portal, your security level must include Projects access or you must
be a client team member on the project

a Projects > My Projects

A project is a carefully planned set of steps required to meet a specific business objective. Whether it is client
facing or internal, short or long term, a project will likely include the following elements: a schedule with
phases, assigned tasks with set deadlines, a project team, a budget, and reports to monitor progress.
Autotask projects provide all of these elements.

How are projects different from tickets?
« Projects are proactive and planned. Tickets are often created in response to a customer issue.

« Projects consist of a number of possibly interdependent phases and tasks. Tickets are stand-alone, or
a series of identical instances of the same assignment.

Client Portal users can follow and work with us on projects we have set up for your company.

If your company is the Company to bill for another customer, you can view details for projects and

tickets for which you are being billed. To access a list of the projects for which you are the Company
to bill, select End Client Projects from the Projects tab right-click menu. Refer to "Monitor End Cli-
ent Tickets and Projects" on page 101.

To open a project, click the project name on the Projects > My Projects list.
Working with a project

For more information on available project functions, see:

"View a Project" on page 74

"Work with Your Open Tasks" on page 82

View a Project

To view projects in the Client Portal, your security level must include Projects access or you must
be a client team member on the project

a Projects > My Projects > click on a project
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Projects open to the Project Summary page. On the left, you'll see the project menu. Clicking on the links will
open pages that display information about the project.

About...
The Summary page

On the Summary page, you'll get a high-level project overview.

Project Summary: Network Implementation - (Hewitt Associates, Inc.)

Project Overyiew (3 Emad Project Team

Chent: Prodect Sponsor
Chant Project Lead
Technical Rescurce
Contract Retainer Contrack
AEQASEaging Project Leader Pamela, Promanager
Stabus News

Srart Date Q401 f2009

End [ste (40142010

Estimated Hours 0,50 hours

Edled Hours 10,00 hours

Percent Complete - Tasks | 0%
Timeline . 365 doys

Projektibersichit: Netzwerkinstallation - (Abel-Produktions GmbH HQ*)

Meue Netzwerkinstallation
Projektiiberblick =] E-Mail an Projektteam

Kundenprojektsponsor
Kundenprojektieiter
Technischer Mitarbeiter
Vertragsnotizen
Compass Analytics Projektieiter Serviceanbieter
Status Meu
Startdatum 19.05.2015
Enddatum 18.06.2015
Geschétzter Zeitaufwand 24,00 Stunden

Prozent abgeschlossen — Aufgaben 40% _

Timeline |D | 31 Tage
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Also on this page, you can email the entire project team using the Email Project Team link at the top of the
page.

1. Click Email Project Team at the top of the page.

Project Summary - Internal Project

Project Overvies [Email Project Team]

Projektiibersicht: Netzwerkinstallation - (Abel-Produktions GmbH HQ*)

Meue Netzwerkinstallation

Projektiiberblick =] E-Mail an Projektteam

2. On the Email Project Team window, select the project from the Projects drop-down menu (if neces-
sary), and add a subject and the text of the email.

3. Click Send to send the email. The email will go to the project team lead and all team members.
The Schedule page

The project schedule shows you an outline of the project, including its phases and all the issues and tasks
that are associated with it.

Project Schedule: Betwork Implement ation - Blue Sky - (Blue Sky Group)

PHASE Ok TASK TITLE TASK STATUS START DATE END: DATE  ESTIMATED HOURS RESOURCE MAME

{ | Planning & Design 11/12/2007 12/01/2007 3500
[ Internal Mesting Commplets 11242007 11122007 2000 Service Provider
Buld Spec Plan Complets 11302007 11j2302007 20,00 Service Provider
Prepare Presentation Complets Lifzziz00r  1ij2efa007 10,00 Service Provider

[ Customers Participation 11/27/2007 12/01/2007 3.00
a‘ﬁmmm Cushodmar e L7007 11j27)2007 2000 Service Provider
[ customers Approval N LIf2a(2007  12/01/2007 100 Service Pravider

([ Order Equipment 12/03/2007 12/07/2007 3.50
Order Servers Complets 12003/2007  12/07/2007 100 Service Provider

© 2016 Autotask Corporation | Page 76 of 106



Projektzeitplan: Netzwerkinstallation - (Abel-Produktions GmbH HQ™) @

ITEL DER PHASE ODER DER AUFGABE

AUFGABENSTATUS

STARTDATUM  ENDDATUM

GESCHATZTER ZEITAUFWAND  MAME DES MITARBEITERS

E@Phnung

Inteme Besprechung

Kundenprasentation
([#|Implementation

Hardware bestellen

Installation for Ort

Training vor Ort

Abgeschlossen

Abgeschlossen

Warten auf
Lieferanten

Meau

Mau

19.05.2015 21.05.2015

19.05.2015 15.05.2015

21,05.2015  21.05.2015

21.05.2015 30.05.2015

21,05.2015  21.05.2015

28.05.2015  30.05.2015

30.05.2015  30.05.2015

5,00

2,00

3,00 Zugewiesen

19,00

1,00 Zugewiesen

10,00

8,00

You can click on a task title to view the details, and to add notes or attachments to the task. Refer to "Work
with Your Open Tasks" on page 82.

The Calendar page

The project calendar lists events that our project team members have added to the project. This could include
meetings, webinars, days off, etc.

Project Calendar - Network Implement ation

& Frin
SUBECT EVENT DATE
Clarffication of Phasa 1 Mesting 12/812008
Projact Kickoff: Orsite 12{112008
Subject: Praject Kick-off: Onsite

Event Date: 12fhan0s

Praject kick-off mesting st Phosnix,

START TIME
8:00:00 AM
B:00:00 AM

EriC: TIME
1:2:00: 00 P
#:00:00 P
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Projektkalender: Netzwerkinstallation - (Abel-Produktions GmbH HQ*)

&y Drucken
BETREFF DATUM DES EREIGNISSES STARTZEITPUNKT ENDZEITPUNKT
Beginn Installtionsarbeiten 23.04.2015 08:00 18:00
Hardware-Lieferung 20.05.2015 08:00 18:00
Netzwerk-Abnahme 15.06.2015 08:00 18:00
Beginn Installtionsarbeiten 23.04.2015 08:00-18:00 ﬁ Drucken

Unser Team wird Installation vor Ort beginnen,

Only our staff members can add events to the projects calendar, and this calendar does not integ-
rate with other calendars.

To print the details of a particular event:
1. Click the event you would like to print. The details will display in the bottom frame of the page.
2. Click Print.

The Notes page

Project notes are used to communicate status, progress, and other issues with project team members. They
keep all communications in one convenient place that all team members can access. You will also be able to
open any attachments that we have added to a note, but you will not be able to add your own attachments
through Client Portal.

Find the note you would like to view and click to open it. The note opens in the preview pane at the bottom of
the page, where you can view or print it.

To add a project note:

1. Onthe Project Notes page, click New Project Note at the top of the page top open the New Project
Note window:
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New Project Note : Customer Name - Office 365 Deployment

Hsaveandclose | €3 cancel

Subject *

Message ®

W Motify Project Team

Neue Projekbnotiz: Nebzwerkinstallation

[ speichern und SchiieBen | €3 Abbrechen

Betreff *

Nachricht *

4 Projektteam benachrichtioen
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2. Enter a subject and the text of the note.

3. Tonotify all active project team members, select the notification check box.

4. Click Save and Close.
The Project Issues page

A project issue is a task or problem that arises after the original project schedule is developed. When you add
an issue through the Client Portal, it will appear in the project schedule as well as on the Issues page. You can
open it from either location.

To add a project issue:
1. Click New Project Issue
or
Select New Project Issue from the Projects menu.

2. The New Project Issue window opens:

New Project Issue

ESamanddme | ettam:d

Project *
[ 2013 Network Evaluation [~]
Titde™

Details *

Notify Project Team
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(= speichem und SchiieBen | (3 Abbrechen

Projekt *

| Metzwerkinstallation W |
Titel *

| |

Details *

v Projekiteam benachrichtigen

3. Select the Project Name, if you did not first open the project.
4. EnteraTitle and Details.
5. Click Save and Close.

The issue appears on the Project Issue page as well as in the project schedule. Note that in the sched-
ule, it will appear at the top of the task list and will be at the project level (not as part of a project phase).

The project lead is assigned as the resource and all active team members receive an email notification
with details about the new issue. In addition, the issue will also show up on the Project Manager’s
Dashboard.

The Charges page
Client Portal Manager or Taskfire security level

Project charges track project-related charges for items other than labor. You may be billed for these charges
as part of your project billing. Examples of project charges are hardware and software charges, and incid-
entals such as delivery charges. Change orders for project tasks will also appear on the Charges View.
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Project Costs - Network Implementation  (Phoenik Consulting Group)

& Prink
B DATE PURCHASED  COST ALLCWCATION CODE BILLEL AMCAUINT
' 12/05] 2006 Server Purchase Review Conulting $250.00
v 12/05)2008 Equepmert Ecuipment $60.00

Totals: 310,00

Projekitwarenposten: Netzwerkinstallation - (Abel-Produktions GmbH HQ*)

I

ﬂ Drucken
KAUFDATUM = KOSTEN ABRECHMNUNGSGRUPPE ABGERECHMETER. BETRAG
16.05.2015 Router Hardware 000€

0,00 €

Click Print if you would like to print the list of charges.
The Attachments page

Project attachments are added by the project team lead or other team members at our company. You can view
these attachments, print them, save them to your computer, or add a new attachment.

Project Attachments - Network Implementation
& hiew dttachment

ti_l ATTACHMEMT TITLE FILE MAME ATTACHED TO SLRMITTED BY CATE POSTED SIZE

|
A Project Plan Descripbion Document Propect Plan.doc  Tssus Note Promanager, Pamels  1Z2/05/2008 262,144 bybes

Projektanhinge: Netzwerkinstallation - (Abel-Produktions GmbH HQ*)

il Neuer Anhang

NAME DES ANHANGS: DATEINAME ANHANG AN EINGEREICHT VON ERSTELLUNGSDATUM = GROBE

& E?Fhlre'l';‘:]? des Projektplan.docx Projekt Wagner, Daniel 02.04.2015 262,516 Byte

To view an attachment, click the attachment line to open the attachment in a separate window.

To add an attachment, click New Attachment at the top of the page. Refer to "Add Attachments" on page 63.

Work with Your Open Tasks

All users
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a Projects > My Open Tasks, or click on a task in the project schedule

The core element of a project is the project schedule. It contains the tasks that are the specific work assign-
ments for our staff.

The project schedule also contains any issues that were added to the project either by our staff or by you,
through the Client Portal. They also appear on the Issues page of the project. Refer to "The Project Issues
page" on page 80.

Tasks can be tracked at the project level, orinside of a phase or a sub-phase. Phases and sub-phases help us
to organize the project, much like folders in Windows Explorer help you to organize documents.

When you add an issue to a project, it appears on the schedule at the project level (not within a
phase or sub-phase).

What tasks appear in My Open Tasks?

When we add a task to the project schedule, we can name a specific user at your company as the "contact"
and check a setting that allows that user to complete the task. Such tasks, and all tasks that have a status of
Waiting Customer will appear on the My Open Tasks page.

On this page, you can do the following:

Open Click the task name to open it. The Task or Issue Details window opens in List View, displaying a
Task description of the task and all task notes, time entries and attachments. You will be able to add a
Details note of your own, and if the task is so configured, complete the task.

Tasks that you can complete are typically tasks that describe steps that require your approval.
You can also print the task from this view.

Respond | Click the email icon on a task row. Your default email client will open, with our support email

to this address already populated.

Task via

Email

Entera Click the Note icon on to open the New Task Note window and enter a Subject and a Message.
Task Note

Complete =~ Some tasks are configured by us in such a way that you, the customer, can complete them.
this Task
E An example of a task that you might be able to complete would be "Approve Project

Budget", or "Final Project Approval".

Click the green check mark to complete the task.
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View Reports

=

In the Client Portal, you can run the following reports:

Varies

Reports

Invoices Report: View invoices for your company for a specific date range, or find invoices with a spe-
cific invoice number or range of numbers. Refer to "Invoices Report" on page 84.

Block Hours Report: View information on block contract usage and remaining hours. Refer to "Block
Hours Report" on page 86.

Retainer Report: View information on retainer contract usage and remaining dollars. Refer to "The
Retainer Report" on page 87.

Per Ticket Contract Report: Tickets remaining and current tickets remaining, grouped by company
and contract. Refer to "Per Ticket Contract Report" on page 88.

Ticket Report: View a detailed ticket report with a variety of sorting options. Refer to "The Ticket
Report" on page 89.

Time Tracking Report: View information on time entered on tickets by Taskfire users. Refer to "The
Time Tracking Report" on page 91.

Invoices Report

=

Client Portal Manager or Taskfire Administrator security level

Reports > Invoices

View your company's invoices from us through Client Portal using the Invoices report on the Reports tab.

To run the Invoice report...

1.
2.

Hover over the Reports tab and select Invoices from the drop-down menu. The Invoices page opens.

Select the report criteria in the left pane. By default, the date range is for the last 7 days. You can also
filter by project and invoice number.

Click Show Criteria on Report to display the report criteria at the top of the report.

Click Generate. A list of invoices meeting your criteria displays.
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Show/Hide Report Criteria | @& Print | [B Ewport | €3 Close

Report Dats/Time:
08/16/2016 03:12 PM

Invoice Date Range:
08/08/2016 - 08/16/2016

Generate

Filterad On:
Project Name = All

Invoice

Date
Date Range

Name  Cr 1 By ice Notes ice ID
08/16/2016 Anchor Enterprises  Richer, Angela s 7

Total
§1,444.99

® [os/o92016 | [l [os1612016 |
(0] [ Today v |

Filters

= Project Mame (All Selected)

W an -
[ admiral - Client

[ Full sail - Block South West
[ North Star - Fixed Price UK

[ software Implementation
Project

Reset
= Invoice Number

[ ]

Summary

¥/ Show Criteria on Report

Rechnungen

Projekiname

MNach Datumsbereich Netzwerkinstallation

Rechnungsdatum ==

31.03.2014

Nach
Rechnungsnummer

Rechnungsdatum <=

Rechnungen fiir Abel-Produktions GmbH HQ*

| Kiterien ausblenden

&) Drucken |

RECHNUNGSDATUM | FIRMENNAME | ERSTELLT VON

| RECHNUNGENOTIZEN | RECHNUNGS-ID | RECHMUMNGSNUMMER

SUMME

14.04.2015 Ahel-Produktions GmbH HQ*®  Ziegler, Ingeborg
09,04.2015 Abel-Produktions GmbH HQ*  Ziegler, Ingeborg
09.04.2015 Abel-Produktions GmbH HQ*  Ziegler, Ingeborg

29684518 1007
29684311 1005
29684310 1004

5. Click Print to print the list, or Export to export it to Excel.

6. Click onany row to open an individual invoice. You can print it, or generate a PDF view.

7. When you are finished viewing invoices, close the window.

485,58 €
215,81 €
2.000,00 €
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Block Hours Report

Client Portal Manager or Taskfire Administrator security level

a Reports > Block Hour Report

View your prepaid labor through Client Portal using the Block Hours report on the Reports tab. You will have
access to the Reports tab only if you have a Security Level of Manager or a custom Security Level that allows
access to this report.

To run the Block Hours report...

1.

Click the Reports tab and select Block Hours Report from the drop-down menu. The Block Report

page opens.

Enter a date range for the report and narrow the results by contract, type of purchase, and/or project.

Click Show Criteria on Report to display the report criteria at the top of the report.

Click Generate. The report opens in the right frame.

ShowifHide Report Criteria | @ Print | [B} Export | €3 Close

Group By

Company v

Date Range

Y — —]

O [Today v

Filters

Centract Status (All Selected)
Purchases (All Selected)
Project Name (All Selected)
Summary

() Show Criteria on Report

This report will alse include the subsidiary non-

block deductions if the "Invoice non-contract
items to Parent Company” is checked for that
subsidiary in the Invoice Prefereces.

The following sections of data are available for prepaid labor:

Chient Portal Block Report - Anchor Enterprises 08/16/2016
03:25 PM|
Non-Block Deductions
Worked  Project Task Or Resource Hourly Contract Invoice Actual  Ameount
Dot (Mame | MO=tNmber o e | Name Frzime Billing Rate  Name Number Hours  Billed
Anchor Enterprises
08/16/2016 Maintenace  Richer, General Time Block Hour
Billable T20150818.0001 Visit Angela ($100 Ng Tax) /A Contract 7 455 /A
08/16/2016 Server Richer, General Time Retainer
Billable T20180816.0002 Upgrade Angela (§100 No Tax) 150.00/hr Contract 7 270| $405.00
Total 7.65 %900.00
Contract To-Date Totals: Active and Paid Blocks Only
(Report Criteria dates do not apply)
Active Blocks Mon-Block Deductions
Tetal Hours Purchased : 8.00
Total Hours Deducted = 0.00 Deductions : {%900.00)
Total Hours Adjusted : 0.00 Adjustments : $0.00
Available Block Hour Balance: B8.00 Total (% 900.00)
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« Block Purchases of [# of hours on [date]] : This section details the task or ticket work that was
applied towards your block hour purchase.

« Non-Block Deductions: This section details the task or ticket work that was not applied towards any
prepaid labor agreement and any adjustments made to this labor after it was billed.

« Contract To-Date Totals: Active and Paid Blocks Only: This section provides totals for the active
blocks and non-block deductions used and what the resulting and block balances are.

This section provides totals for ALL labor and is not filtered by the report criteria you entered
when running the report.

The Retainer Report

Client Portal Manager or Taskfire Administrator security level

a Reports > Retainer Report

View your prepaid dollars through Client Portal using the Retainer report on the Reports tab.

To run the Retainer report...

1. Click the Reports tab and select Retainer Report from the drop-down menu. The Retainer Report
page opens.

2. Enter a date range for the report and narrow the results by contract, type of purchase, and/or project.
3. Click Show Criteria on Report to display the report criteria at the top of the report.

4. Click Generate. The report opens in the right frame.

The following sections of data are available for prepaid labor:
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ShowHide Report Criteria | & Print | [B8 Boort | €3 Close

Report Date/Time:
08/13/2016 10:29 AM

Filtered On:

Contract Status = All

Worked Date Range: Purchases = all
p— 08/19/2015 - 08/13/2016 Project Name = All
Grouped By:
‘Company
Group By Client Portal Retainer Report 08/19/2015 - 08/19/2016 - Anchor Enterprises
Company v | i F h of $ 200.00 on 08/01/2016 Billed - 08/16/2016 Closed $ 0.00 Left
Amount
Date Ra _ TaskOr Hourly "
L= Worked  Project oo yimber  Ticket | RESOURCE polonare gilling Contract Invoice  Actual Amount Deducted
Date Name Title me Rate Name  Number Hours Billed from
Retainer
® |os/19/2015 08/18/2016 Anchor Enterprises
QO [Today v 08/16/2016 Server  Richer,  General Time
Eillable T20160816.0002 Upgrade | Angela | (5100 No Tax) 150.00/hr 7 133 Nf& § 200.00
Filters Total 133 $0.00 % 200.00
Non-Retainer Deductions
‘Contract Status (All Selected)
Purchases (All Selected) Hourly Amount
Worked | Project Ticket Numbsr Task Or Resource Role Name  Billi Contract Invoice Actual Amount Deducted
Project Name (All Selected) Date Name Ticket Title Name %‘:J Name Number Hours Billed from
Retainer
Anchor Enterprises
Summary . . General Time
a ge/16/2016 T20160816.0001 [[Anterace i'rf;';g (510N 10000/hr 7 495 qoson Nia
1#] Show Criteria on Report Tax)
. General Time
08/16/2016 Server Richer, s
- T20160816.0002 {5100 No 150.00/hr 7 270 Nfa
Billable Upgrade Angela Tax) 405.00
$
This report will also include the subsidiary non- Total 7.65 900.00 $0.00

retainer deductions if the "Invoice non-contract

Retainer Report

08/19/2016

10:29 AM|

Tax

from
Retainer

items to Parent Company” is checked for that
subsidiary in the Invoice Prefereces.

Contract To-Date Totals: Active and Paid Retainer Purchases Only
(Report Criteria dates do not apply)

Active Retainer Purchases

Total Purchases :

Total Deductions :
Total Adjustments =

Available Retainer Balance :

$ 800.00
§0.00 Deductions :
$0.00 Adjustments :
$ 800.00 Total

Mon-Retainer Deductions

(s 200.00)
$0.00

(% 900.00)

L3

« Retainer Purchases of [amount]on [date]: This section details the task or ticket work that was

applied towards your block hour purchase.

« Non-Retainer Deductions: This section details the task or ticket work that was not applied towards
any prepaid labor agreement and any adjustments made to this labor after it was billed.

« Contract To-Date Totals: Active and Paid Retainer Purchases Only: This section provides totals
for the active retainer and non-retainer deductions used and what the resulting retainer balances are.

Per Ticket Contract Report

when running the report.

Client Portal Manager or Taskfire Administrator security level

a Reports > Per Ticket Contract Report
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View your prepaid labor through Client Portal using the Per Ticket Contract report on the Reports tab.

To run the Per Ticket Contract report...

1. Click the Reports tab and select Per Ticket Contract Report from the drop-down menu. The Report
Criteria frame opens.

2. Enter a date range for the report and narrow the results by contract status.

3. Click Generate. The report opens in the right frame.

The following sections of data are available for prepaid labor:

| Contract Balance for Per Ticket Contract Report Date/Time: 09/04/2014 04:40 PM
G ABLE Manufacturing HQ

Ticket Number | Ticket Title ‘ Ticket Created/Transferred | Ticket Created By Ticket Completed Hours Worked
Contract: Able Manufacturing - Emergency (05/15/2012 - 05/14/2015) Tickets Used: 2 Current Tickets Remaining: 5
10 Ticket(s) (05/15/2012 - 05/14/2013) Tickets Used: 1 Tickets Remaining: 9
201205300001 5”3[‘ is still having issues with his em 06/12/2012 Administrator, Autotask 08/18/2014 5.00
1 Ticket(s) (08/27/2013 - 08/27/2013) (PO: 515877) Tickets Used: 1 Tickets Remaining: 0
T20130527.0003 | MNew UPS Installation ‘ 08/27/2013 | Hockenberry, Melissa 05/27/2013 1.07
G E.G. Sawyer LLC

Ticket Number | Ticket Title ‘ Ticket Created/Transferred | Ticket Created By Ticket Completed Hours Worked
Contract: E. G. Sawyer -Per ticket Emergency (12/01/2012 - 09/01/2014) Tickets Used: 2 Current Tickets Remaining: 0
1 Ticket(s) (09/06/2013 - 09/06/2013) Tickets Used: 1 Tickets Remaining: 0
T20130906.0001 Io‘l‘c“ei ;’:itqhém processing of our inv 09/06/2013 Hockenberry, Melissa 06/02/2014 0.00
1 Ticket(s) (02/20/2014 - 02/20/2014) Tickets Used: 1 Tickets Remaining: 0
T201402320.0001 | Printer issue ‘ 02/20/2014 | Hockenberry, Melissa 06/02/2014 0.00

o Contract: [Contract Name] [contract date range]: This header row details the contract information
including number of Tickets Used on the Contract as well as the Current Tickets Remaining.

« [#]Tickets [ticket purchase date range]: This section details the completed tickets that consumed an
incident including its Create Date, Created By, Complete Date, and Hours Worked. The ticket can be
accessed by clicking on the Ticket Number from within the report.

The Ticket Report

Any user who can see all tickets for their company can access this report.

a Reports > Ticket Report
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To run the Ticket report...

1.

Click the Reports tab and select Ticket Report from the drop-down menu. The Report Criteria frame
opens.

Select your Sort By, Date Range, Filters, and Columns.

The Priority column (non-Taskfire clients) or Service Provider Priority column (Taskfire clients) are
available only when your security level includes permission to view the service provider priority.

Click Generate. The report opens in a new window.

Ticket Report

Showjtide Report Criteria | @ Print | [ EBport | €3 Close

- Service Service Taskfire - - - Service
Report crers WAL, e e Do Sown Queew  phe TR gl sowcromer oot ke o,
Resource Status ‘Worked Priority
T20150219.0004 Ecke, Dan New ABLE Eckle, 0.75 02(19/2015 Critical
Manufacturing Dan 02:42 PM
HQ
Sort By Computer doesn't boot
Company Kame v 1 have tried unplugging.
Date Range Follow On Questions

Q: What kind of device? A: PC
Q: xasadsa A: no answer

® [z | B s | B

| Today v Time Eckle, Dan (02/20/2015 05:51 PM) 0.75 hour(s)
The PC might have gotten fried in the surge.
Filters.

Taskfire Resource (All Selected)
Taskfire Status (All Selected)
Taskfire Queue (All Selected)
Request Type (All Selected)
Configuration Item (All Selected)

Columns.

¥ Ticket Title

¥ Ticket Description

) Taskfire Rescurce

¥ Service Provider Resource
¥ Taskire Status

¥ Service Provider Status
W) Company Name

¥ Ticket Contact

¥ Taskfire Hours Worked

¥ Created Date

W) Service Provider Completed Date
() Taskfire Completed Date
O Taskfire Queue

) Request Type

¥ Configuration Ttem

¥ Taskire Priority

¥ service Provider Pricrity
¥ Notes and Time Entries
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Berichtskriterien e | & Drucken | [B Exportieren | €3 Schlieben

= - Geleistete
Berichtskriterien A :'“"r“' Mitarbeiter des T;::“‘ i i T tner Taskfire- Erstellungsdatum
itarbeiter 5 .
Arbeitsstunden
T20150402.0008 Meu Abel- Wagner, Daniel 0,08 02.04.2015 0%:14
e Produktions
GmbH HQ*
Sortieren nach Drucker ausgefallen
| Firmenname V‘ Verbindung zum Drucker kann nicht hergestellt werden
Datumsbereich Zusatzfragen

F: Referenznummer fir Gerat? A: HP12345
F: Wen kénnen wir bei Nachfragen kontaktieren? A: Frau Muster

O [otoams | & poowas | &
O —)

Filter

Zeit ‘Wagner, Daniel (02.04.2015 09:16)
Servicetermin telefonisch vereinbart fir morgen 10:00 Uhr.

Taskfire-Mitarbeiter (Alle ausgewshit)
Taskfire-Status (Alle ausgewshlt)
Taskfire-Queue (Alle ausgewshlit)
Anfrageart (Alle ausgewshit)

Gerat (Alle ausgewahit)

Spalten

ﬂ The Ticket Report does not include Ticket Notes.

The Time Tracking Report

Any user who can see all tickets for their company can access this report.

a Reports > Time Tracking

To run the Time Tracking report...

1. Click the Reports tab and select Ticket Report from the drop-down menu. The Report Criteria frame
opens.

2. Select your Group By, Date Range, Filters, and Columns criteria.

3. Click Generate. The report opens in a new window.
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ShowifHide Report Criteria | @ Print |

Report Criteria

Group By

Resource A

Date Range

® foons |

Q |Today "|

Filters

Resource (All Selected)

Taskfire Queue (Al Selected)
Request Type (All Selected)
Configuration Ttem (All Selected)

Columns

) Ticket Title

¥ Ticket Description
¥ Resource

¥ Note

¥ Internal Note

[+ Date/Time

[]] Company

¥ Ticket Contact
=) Taskfire Completed Date
1) Taskfire Queus
¥ Request Type

[#| Cenfiguration Item
Summary

(] Show Criteria on Report

4

L3

Taskfire

Ticket Taskfire Total Company Ticket Taskfire Request Configuration
Resource  mher Hours Hours Date/Time Name Contact gglﬂ:ﬂl Queue  Type Ttem
Eckle, Dan 175 175
T20140617.0005 1.00 1.00 02/242015 A1l Fadilities Robertson, General General
01:36 PM Management  Bob Queus Request
3
Follow On Questions
Q:When do you need a response for this request? A:no answer
Q:What iz the best way to contact you with an update? A:no answer
Note
ped
Internal Note
4
T20150219.0004 0.75 0.75 02/20/2015 ABLE Eckle, Dan General Hardware
05:51 PM Manufacturing Queus Issue
HQ
Computer doesn't boot

I have tried unplugging.
Follow On Questions

Q: What kind of device? A: PC
Q: xasadsa A: no answer

Note
The PC might have gotten fried in the surge.

Grand Totals: 175 175
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Serichtskriterien ei | & prucken | [ Exportieren | €3 schlieben
S 1 Taskfire- Ark il [ 1 " Taskfire-
A " ™ S fret "
Wagner, Daniel 2,08 2,08

T20150402.0008 0,08 0,08 02.04.2015 Abel- ‘Wagner, Daniel

09:16 Produktions
GmbH HQ*

Gruppieren nach Drucker ausgefallen
| Mitarbaitar v Eﬁiﬂ?ﬂ[{gﬂi{TEr_tlcker kann nicht hergestellt werden

Zusatzfragen
Datumshereich

F: Referenznummer fiir Gerdt? A: HP12345
F: Wen kdnnen wir bei Nachfragen kontaktieren? A: Frau Muster

@® [o01.04.2015 [30.04.2015 | .
O | Heute v| Servicetermin telefonisch versinbart fir morgen 10:00 Uhr,
Filter
T20150401.0001 2,00 2,00 01.04.2015 Abel- Hoffmann, Maria
Mitarbeiter (Alle ausgewahit) 06:05 Produktions
. GmbH HQ*
Taskfire-Queue (Alle ausgewshlt)
P e e ere I Ser"'r:" 5""";'“
Al ir Server- rt:
Gerst (lle ausgewaht) nfordenung fir Sener-Support:
Notiz
Spalten 2 Stunden gearbeitet in Taskfire
M Tickettitel
] Ticketbeschreibung Endsummen: 2.08 2.08
M mitarbeiter

© 2016 Autotask Corporation | Page 93 of 106



Use the Knowledgebase

If the Knowledgebase is enabled for your Client Portal, all users can search it

a Knowledgebase > Search Knowledgebase or Ticket View > Self Help

The fastest way to resolve many issues is when you find the answer you are looking for in the Know-
ledgebase.

If the Knowledgebase feature is enabled for your company, all Client Portal users in your organization will be
able to search all articles in the Knowledgebase that are either marked public or that were published spe-
cifically to your company.

Users with a Taskfire security level can create and manage Knowledgebase articles for their organ-
ization. Refer to "Create and Manage Knowledgebase Articles" on page 96.

You can access the Knowledgebase in two ways.

How to...

Getself help on a ticket

1. When you create a new ticket or view an existing ticket, click Self Help.

The Knowledgebase search page opens, with the title of the ticket automatically entered as the search
term and the search already executed.
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3.

search |workstation not booting | category | Hardvare (6) v | |search
RELEVANCE {TO
ARTICLETITLE & CATEGORY KEYWORDS ARTICLEID ERROR CODE SEARCH TERM) CREATE DATE LAST MODIFIED DATE
p Hard disk controller All Articles = controller 65 1 06/15/2012 06/15/2012 -
failure Hardware > failure, Hard
Storage disk
p How to create a All Articles > FastTrak, &4 2 06/15/2012 06/18/2012
Mirror Using Hardware = 4310,

T¥4310, With your ~ Storage > RAID v2.5.1.3119
existing data Drive

or your boot drive
p How To Diagnose & All Articles > Defragment, 66 2 06/19/2012 06192012
Fix Hard Dri Hardware > Hard Disk
Problems Storage
jo video All Articles > Digital-Video &7 2 D6/18/2012 D6/18/2012
Hardware > Video Errors,
Windows
Multimedia
javascriptvoid(0); -

Suchen [probleme mit Windows server | Kategorie [Alle Artikel (22) ]
& RELEVANZ (FUR DATUM DER LETZTEN
BEITRAGSTITEL KATEGORIE STICHWORTER BEITRAGS-ID FEHLERCODE SUCHBEG ERSTELLUNGSDATUM @ BEARBELTUNG
p Festplattenprobleme: Alle Artikel = Hardware > Defragmentieren, 66 23 04.02.2015 11.03.2015
Diagnose und Lésung Speicherung Festplatt=
p Video Alle Artikel > Hardware >  Digitale Vidao 67 7 04.02.2015 11.03.2015
Video Fehler, Windows
Multimedia
p Was ist Microsoft Alle Artikel > Software > NT 70 21 04.02.2015 11.03.2015
Windows NT? Microsoft = NT
p Hilfe fur Windows 2000 Alle Artikel > Software > 2000, 7L 15 04.02.2015 11.03.2015
Server Betriehssysteme  Microsoft > 2000 Betriebssystemm,
Help
p Versions Alle Artikel > Software > Versionen 72 3 04.02.2015 11.03.2015
Microsoft > 2000
p Vista Sicherheit Alle Artikel > Software > Vista, Windows 73 32 04.02.2015 11.03.2015
Microsoft » Vista Sicherheits-Center

Optionally, you can change the search term and narrow the search by selecting a sub-category in the
Category field.

Click Search again.

Search the Knowledgebase

1.
2.

Click the Knowledgebase tab in the Client Portal and select Search Knowledgebase.

Enter search terms in the Search box. Use quotes around words to find an exact phrase. Otherwise,
the search will find any of the words you enter in the Search box. It will also find any variations that
begin with the word.

To narrow your search, select a category from the Category menu. The search will return articles in the
selected category only.

Click Search. All text and fields in Knowledgebase articles are searched.
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5. Tosort your results in ascending order by any column, click the column header. To sort in descending
order, click the column header again.

6. Open an article by clicking the title or the magnifying glass icon.

Create and Manage Knowledgebase Articles

Users with a Taskfire security level ‘

a Knowledgebase > New Article

Taskfire users can create troubleshooting articles that might help other internal Client Portal and Taskfire
users solve their own issues.

Taskfire users can:

« Create Knowledgebase articles.

« Edit Knowledgebase articles that were created within their organization and have not been edited by
their Service Provider.

« Delete Knowledgebase articles they created and that have not been published to other customers of
their Service Provider.

Taskfire Administrators can:

« Delete Knowledgebase articles that were created by any user in their organization and that have not
been published to other customers of their Service Provider.

“ Taskfire users cannot edit or delete Knowledgebase articles that were created by their service pro-
vider, even if the article was created at their request or on their behalf.

How to...
Create or edita Knowledgebase article

1. Onthe Knowledgebase tab, select New Article or, from the Knowledgebase Search page, click
New Article at the top. To edit an article, click the pencil icon on the article list.

The New or Edit Knowledgebase Article page opens.
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2. Enterinformation as follows:

Add Attachment

Title

Category

Keywords

Error Code

Detail

Associate Ticket

Click to open the Add Attachment dialog. If the article hasn't been saved, you will
be prompted to save it. For details on adding an attachment, refer to "Add Attach-
ments" on page 63.

Enter a descriptive title for the article. The title is required but does not have to be
unique.

Select the "category > subcategory..." with which you'd like to classify the article.

Enter keywords for this article. Keyword is one of the fields searched in a Know-
ledgebase Search.

Keyword search is a single word search. Separate multiple keywords

with a comma. If you want to use a two-word phrase as a keyword,
do not use spaces between the words. For example, if you want to
use "hard drive" as a keyword, enter "harddrive" into the field.

You can enter an error code for this article. Error code is one of the fields searched
in a Knowledgebase Search.

Enter the body of your article into the Detail field using the WYSIWYG editor. The
icons and tools in the editor are similar to Microsoft Word tools and icons.

The default Design view (selected below the text field) allows you to write and

format your own content directly in the text field or paste formatted text from another
document. You can click the picture icon to insert an image.

Select HTML below the text field to view or edit the HTML markup or enter text and

HTML markup directly. Alternately, use an external HTML editor and cut and paste
HTML contentinto the HTML view of the text field.

Select the Preview option to see how your article will appear to Knowledgebase
users.

Click this link to open the Select Ticket page. See "Associate tickets with a Know-
ledgebase article" on page 98, below.

3. Click Save and Close.

Associate tickets with a Knowledgebase article

1. Onthe New Knowledgebase Article page, select Associate Ticket.

2. The Select Ticket page opens:

© 2016 Autotask Corporation | Page 98 of 106



s | Qe

o ke Complete Tikess

Available Dhems  Chooon & roe by select it Select Al o Page Selected Items (1) Clear

TICKET NUMBER - ACCOUNT TICXET TITE TICKET DESCRIPTION STATLS

T2020430.0001 AREMarufacheng  Server [t The server B notpersmng tn New -
typacal service levels: Server s
upfdosn? Conrectity & 7 ...

T20L0305.0011 AREMsnufscturng  Laptop vl not boat. My laptog wor't start up. 18 beging Mew =
o boot and then des. Maybe S
batterys faling 1o change™

TR 00 AREMarufacheng  Laptop wil rotbool. My laptoo wort st up, 18 begre New
f2 best and then dhed. Maybe B
battery's faling to charge?

T20120305.0006 ABEMsfscirng  Lapbop wil rotbast. My iapiog won't stavt Up. Tt beging Complete
4o boot ard then des. Maybe T
battery’s faling 1o change?

T20LA0304.0001 ARE Herufactrng  Server [ssue Theserver snotperformirg o New
sl serice levels: Server
updewn? Conmmcthaty s 7 ...

TR0 ABEMarufachrng  Desicler [se Essum: Cusbomer siates Sy are  iew
haring an isue with #er PLL
will be recessary (0 schedue....

TALAA01.0002 AREMarufacturng  Deskiog [ssue Essue: Customer siates Shey are  Waing Cust.
harving an msse with Ser FLLIE Apor,
will B rebceaary b mchechule.

THLN102.001 AREMarufactong  Frnier e Paper cortrualy ammng, Mew

TR0 MLEMarufacturing  Rieview specs and update Per Lamy's corvensalion with Dian. In Progress

T20110804.0001 ABEMarufacturing  Server lssue The server s notperforming tn Mew -
sl ik Rl s b

Page 14 3 (102 ems) H: : 5 »

Ticket auswihlen

[ Speichem & SchiieBen | (3 Abbrechen

] Abgeschlossene Tickets einschliefien
Verfiigbare Eintrage  Klicken Sie auf eine Zeile, um sie auszuwahlen. Alle auf Seite ahl dhlte Eintrage (0)
Lischen
TICKETNUMMER. = FIRMA TICKETTITEL TICKETBESCHREIEUNG STATUS
T20150407.0002 Abel-Produktions Drucker ausgefallen - Drucksr muss komplett neu ersetzt Neu
GmbH HQ* Ersatz notwendig werden. ~
T20150402.0008 Abel-Produktions Drucker ausgefallen erbindung zum Drucker kann Neu
GmbH HQ* nicht hergestellt werden
o= Flsatrfragen
T20150401.0001 Abel-Produktions Sarver Support: Anforderung fir Server-Support:  Warten auf
GmbH HQ* Ausfiihrung
T20130402.0001 Abel-Produktions Test UI Terminologie - GUI Test Neu
GmbH Rechnungstellung -
Stor...
T20121026.0002 Abel-Produktions Server Neu
GmbH HO*
T20121026.0001 Abel-Produktions Server Testphass 11 In Bearbeitung
GmbH HQ*
T20121025.0002 Abel-Produldti Metzwerkinstallation Test Neu
GmbH HO*
T20121025.0001 Abel-Produktions Server Neu
GmbH HQ*
T20121007.0002.013 Abel-Produktions Server Test Server Daverlauf Test In Bearbeitung
GmbH HO*
T20121007.0002.012 Abel-Produktions Server Test Server Daverlauf Test In Bearbeitung
GmbH HQ*
T20121007.0002.011 Abel-Produktions Server Test Server Daverlauf Test In Bearbeitung e
Eal s NNt

3. Check the Include Complete Tickets check box to list tickets that have been resolved.

4. Narrow your search by entering search criteria in any of the fields at the top of the page.

5. Toview the ticket detail and add it to your selections, click the ticket number link.
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6. Select anindividual ticket by clicking on it, or select all displayed tickets by clicking the Select All on
Page link. Your selections will appear in the list on the left. To remove all selected tickets from that list,
click the Clear link.

7. Click Save & Close to save your selections and return to the Knowledgebase Article page.

Delete a Knowledgebase article
1. Locate the article you wish to delete. See "Use the Knowledgebase" on page 94 for more information.
2. Either click the Delete icon and confirm the deletion OR open the article and click the Delete button.

3. Confirm the deletion.

ﬂ You may not delete articles that we, your service provider, have created for you.
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Monitor End Client Tickets and Projects

Client Portal users at Autotask customers that have been selected as "Company to bill" on one or
more contracts

a Tickets > End Client Tickets

a Projects > End Client Projects

If your company is a customer or partner of our company, and we are billing you for work we did for one of your
customers (the end client, whom you will bill directly), you can use your Client Portal to view tickets and pro-
jects that contain billing items we are billing to you. This allows you to track the work we are doing for your cus-
tomer.

End client tickets and projects are not mixed in with the tickets and projects we do for your company. They are
accessed from separate pages that display only tickets or projects that include work done for another com-
pany where your company is the designated Company to bill. The Ticket Search will not return any end client
tickets, and no end client data will appear in reports. You do however have access to the Knowledgebase from
end client tickets.

For more information, refer to:

« "End Client Tickets" on page 101
« "End Client Projects" on page 103

End Client Tickets

Client Portal users at Autotask customers that have been selected as "Company to bill" on one or
more contracts

a Tickets > End Client Tickets

The End Client Tickets page displays a list of all tickets for which your company is the designated "Company
to bill." It allows you to view information about tickets where we do work for one of your clients, but invoices
are sent to your company. The page is only available to Client Portal users from Autotask customers that
have been selected as "Company to bill" on one or more contracts.

Tickets appear on this page if:
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o Theticket is associated with a contract where your company is the "Company to bill"

« One or more time entries on the ticket are associated with a contract where your company is the "Com-
pany to bill"

The End Client Tickets list displays general information about each ticket.

« All dates and times on the list display in your company's time zone. Dates without times display in
Eastern Standard time.

« End client ticket information is read-only. You cannot add or edit notes or attachments. You can print
any list that displays a Print button. You can click the ticket contact name to email the contact. An
email message form opens in your default email application.

On this page, you can do the following:

Export Click the Export button to export the contents of the ticket list to CSV, Excel, or PDF.

Include By default, the list does not display tickets with a status of Complete. To display tickets with a Com-
Completed plete status, click to select this check box.

Tickets

To hide completed tickets, click to clear the check box.

Column Fil- A column filter appears at the top of each column below the column heading. You can search by

ters any column. Simply begin to type the first few characters of the data you are searching for in the
appropriate column filter. The search will begin shortly after you stop typing, allowing you to enter
as few or as many characters as you wish. The more characters you enter, the more precise the
search.

For example, to filter by client, begin to type the client name in the client filter field. All filters except
for the date filters are "starts with" filters. That s, if you type A, the list will include all clients with
names that start with A, if you type Acme, the list will include only clients with Acme as the first word
in the name.

For date fields, you must enter a complete date or select a date from the date picker. The date filters
return only exact matches.

You can search by multiple columns at once. For example, once you search by client name Acme,
you can then search the Acme client tickets by another filter.

Ticket Click the ticket number to open the ticket detail page in another window.
Number The ticket detail displays general ticket information including the company name, create date,
link status, ticket contact, the internal resource (if assigned) and the due date. You can also see the

description and a work history including attachments. The Work History displays only information
related to the ticket items for which your company can be billed. Hours worked are not displayed
until we approve and post the time entry.

For additional information on the ticket detail window, refer to "View a Ticket" on page 56.
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End Client Projects

Client Portal users at Autotask customers that have been selected as "Company to bill" on one or

more contracts

a Projects > End Client Projects

The End Client Projects page displays a list of all projects for which your company is the designated "Com-
pany to bill." It allows you to view information about projects where we do work for one of your clients, but
invoices are sent to your company. The page is only available to Client Portal users from Autotask customers
that have been selected as "Company to bill" on one or more contracts.

_ Helo Janet Ferin Edit Profiie | Change Password O et | @ o
Service Tickess Progechs Reports Manage Erowedgebase st Links
Announcement: Wekome £ Bhe new Chent Access Portal [More]
Emd Chent Projects @)
Sherw Dita Fee | State Library Pietwork ¥ [ inchde Compinted Prajects
BROSECT NAME & ACCOUNT NAME  STATUS  START DATE END DATE DARATION (DAYS) ESTIMATED HOURS BILLED HOURS
Peswork Uy ade, M Branch, Hewark State ey Hew 200 2D ] 18,50 100
Tickets Projekte Berichte Verwaltzn Ki i Links

Neues Projekiproblem | Meine Projekte | Meine offenen Aufgaben | E-Mail an Projekiteam | Enchundenprojekte

kiindit beim neuen K tal [Mehr]
Warten auf Genehmigung: Sie haben 1 Change die auf Thre igung warten [Anzei
Daten ei fur [Alle Firmen vl O Projekie einschl
PROJEKTNAME & FIRMENNAME STATUS STARTDATUM ENDDATUM DAUER ({TAGE) GESCHATZTER ZEITAUPWAND ABGERECHNETE ARBEITSSTUNDEN

Netzwerkinstallation ﬁ‘a’f"’“’d“kﬁ"”s GmbH ey 19.05.2015 18.06.2015 31 24,00 4,00

« The grid columns include high-level project information. In addition, Billed Hours are displayed to all
your Client Portal users, even if they cannot access Billed Hours on other pages.

« All dates and times on the list display in your company's time zone. Dates without times display in
Eastern Standard time.
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« End client project information is read-only. You cannot add or edit notes, attachments, orissues. You
can print any list that displays a Print button. You can email all project team members, but only from
the Project Summary page.

On this page, you can do the following:

Show Data
for

Include
Completed
Projects

View a Pro-
ject

By default, the list displays all clients which have projects that designate your company as the Com-
pany to bill. Click the dropdown to select a specific client. Only clients who have projects with con-
tracts where you are the Company to bill appear on the list.

Click this check box to include projects with a status of Complete.

Click on a project to open it. The features available on the Project Summary page will vary depend-
ing on your assigned Client Portal security level, and the content is limited to items associated with
tasks and charges for which your company is the Company to bill. For an overview of project pages,
refer to "View a Project" on page 74.
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Index: add asset — project schedul

|ndex editticket 65 ... .. ...
edityourprofile 4 ...
addasset 37 ...
entertimeonticket 69 ... ... ...
add attachment 63 ... ... . ... .. L
findticket 54 ...
add configurationitem 37 ... )
follow-up questions 48 ... ... ...
adddevice 37 ... . )
incident ticket 50 ... .. ... ...
add Knowledgebase article 96 .........._......... .
invoices report 84 ...
addticketnote 61 ... ... .. ...
knowledgebase 14 . . ...
addvendors 33 ... ... :
landingpage 10 ... ...
announcement 15 . ...
logIn O ...
asset 34 ...
manage 13,16 ... ...
block hours report 86 _..............................
manage queues 26 ... ...
business hours 31 ... .. ... ...
manage requesttype 22 ...........................
Change Management 50 ... ... . ...........
manage users 17 ... ...
changepassword 6 ... ... ...
gep navigation 9 . ...
changerequest 50 ........ ... ... )
out of office on/off 26,32 ... ... ...
change security level 21 ... ... .
parent subsidiary 41 ... ... .....................
Client Portal overview 3 ... . ................ )
per ticket contract report 88 ... ... ... ...
configurationitem 34 ... ...
g priority 48 ..
configure 13,16 ... ... )
problem ticket 50 ... ... ...
configure browsersettings 7 ... ... )
project attachments 82 _...........................
create quick ticket 45 ... ... )
project calendar 77 ... . ...
createticket 45 ... )
project charges 81 ... .. .. . ... ...
customlinks 15 ... ... S
projectissues 80 ... ... ...
delete Knowledgebase article 96 ................. )
projectmenu 12 ... ... ...
device 34 ... )
project schedule 76 ...
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Index: project summary — view your security leve

projectsummary 75 ...l
projecttasks 82 . .. ...
projects (overview) 74 ...
quick ticket settings 29 ... ... ... ..
reports 13 ... ..
reports (overview) 84 . ...
requesttype 47 ...
retainerreport 87 ... ...
search Knowledgebase 94 ... ... ... ..........
security level permissions 7 ...
selfhelp 94 ...
service backup 32 . ...
share work between loactions 41 .................
ticketgrid 54 ...
ticketreport 89 ...
ticketview 56 ...
tickets (overview) 44 ... ... .
ticketsmenu 11 ... ...
time trackingreport 91 ... ...
transfer ticket to service provider 72 _.............
view configuration item associated with user 40

view end client projects 101,103 _................
view end client tickets 101 _.......................

view your security level 4 ...
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