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CSD - Main Functionalities

Registration

Ticket registration with
attachments, if any

Follow-ups can be set at any
level and can extend/cancel

Allocation

Can view, allocate and change
status of tasks of subordinates.

Initiate actions (Take, Assign,
Resolve, Hold, Reject, Reopen)

Delegations

Can delegate own or sub.
Ordinates’ tickets for a
spec. period to others

Easily understood and easy to
analyze each events
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GSD - Main Functionalities Contd..

It’s easy to track assets of
each employee and it shows
up directly on ticket page.

Ticket routing to specific
user or group as per WF

Prod/Inventory
Simple asset mgmt. system to

keep the track of assets in
ticketing

Proritise Tickets

Special attention to critical
tasks
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GSD - Addons

Any previous tickets can

Attach Docs
o v e .. Send and receive
be linked to the new ticket = attachments, screen shots

Timeline Chart
To view the time elapsed
between actions as a chart

History
To view all the previous
actions in a ticket

MNRIS

C




To register tickets from
incoming mails with or
without attachments

User Groups

To set workflow rules
for auto assign

Reports

To analyze ticket
progress and review
team performance

o)

Exchange Server Integration
to login with domain user
credentials

- )
Extensive search and

filter options

Alerts and

MNRIS

* Notifications

For follow-ups, pending
and delayed tickets,
AMC/Warrant Expired



Admin

Configurations, Masters
and Settings

Managers

Assign, View Sub-ordinates
Tasks, Follow-Ups,
Escalations

MNRIS

Employees

Open Tickets, Change
Status of Tickets




r Process Flow

Save

Entering details of : Attach. Docs,
Ticket Saving Metadata Link Tickets

Assign Resolve Close
Assigns ticket to a Resolving the Reporter is

user or group ticket closing the ticket
\ RIS y -




Register

icket Metadata

C

Ticket >

Category, Sub Category,
TicketNo., Tkt. Type,
Reg. Dt, Status Dt.
Requestor, Req. Dept.,
CC, Urgency, Severity,
Exp. Dt, Source,
Asset Code, Ser. Cat,
Contact No., Pre. Time,
Summary, Description,
\f\ﬂach Docs, Link Tickets

To, CC,
Remarks

Vs

Assign/Hold/Reject/Reply
/Resolved/Query Fwd.
Res. Type(Fixed,
Training, H/w Repair etc.)
Est. Hrs., Est. Amt.,
To, CC,

Remarks

N

Close/Reopen

MNRIS




SD - Reports

Audit Trail

Displays list of actions done

by the users Admin Reports

Reports for all master data

Pending Tickets

Tickets pending with me,
with my team, with each
user

Asset Reports

Warranty/AMC Expired, No. of
Licenses used,
Repaired/Damaged

Ticket Status

tatus wise reports, Ticket
Ageing Report

MNRIS
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Timeline Chart

Ticket Timeline
Ticket Mo, REQf17/03 /21700004

[0 Drafted ‘ Take

To User 7 (U7} of Finance

Close
By User 3 (U3)

# Close
By User 3 (U3)

@ Drafted
By User 3 (U3) of IT Consulting on 17/03 /2021 06:06:52 AW

S S

+ Resalved
To User 3 (U3} of [T Cansulting

# Reopen
To User 3 (U323 of [T Consulting

# fssign
To User Group - Suppart Engineers

MNRIS



Ticket Registration and Resolut

&) GLOBAL SERVICE DESK B Reports gﬂ A2 1 Userd -

Category Sub Category Ticket Mo, Ticket Type Requested Date Status Date
Applications v  FA w  REQM9032100012 Enhancement w 1905202 190032021
Requestar Requestor Department Cec Urgency Severity Expecting Resolution Before Source
Usger 2 (U2} IT Consulting Uszer 5 (5] Medium v Marrmal v 19/03/2021 05:00:00 P Direct v
Aszset Code Service Categary Preferred Contact Mo. Preferred Contact Time Current Chwner Status
Enter Asset Code Maone v | | B75567657 43524354354 Usger 3 (LU3) Open
Summary Description Elapzed Time
Ledger Add a new column in ledger report 16 Mins aga
\ PREVIOUS COMMUHICATION £ ATTACHED DOCUMENTS i= ATTACHED REQUESTS [zl TICKET TIMELIHE [# ACTION PAHEL _
Action * Resalution Type ™ Est. Hrs. Est. Amount Ta* Ce
|. Resalved v.| | <--Select-= V| Enter Est. Hrs | | Enter Est. Amount LUsger 2 (L2 Select Cc n

. Remarks *

Aszsign Assistance

Reply Fixed Enter Remarks

Cluery Forward Hardware Repair

Hald Others

Reject Software Patch

" Systern Update ’

Training

Copyright@ 2021 All rights reserved
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Asset Management

@) GLOBAL SERVICE DESK

B Reports l Admin

Assot Code Category
ll-v.t-’-' Assot Code CoAlhe>
Attached To User Ticket No

Select Altached To Lser n Emeast Ticke! N

Asset Code Serial No. Category
ACDO) ACDOOOO1 Hardware
|ac002 ACO0002 Hardware
\Ac003 ACOO0O3 Hardware
ACDD4 ACOO004 Hardware
ACDOS ACO000S Hardware
LED) Hardware
LEYO) Hardware
LEYD1 Hardware
Lol Hardware
LEYOI Hardware

Sub Category

v <uAll>
Status

<--All-->

Sub Category
Lagrop
Laptop
Laptop
Laptop
Laptop

Axeybond

Keyboard
Keyboard
reyboard
Keyboard

r Attach + Derach [ WTY /AMC Remewal o+ Status Update

Manufacturer

v oAl

WTY/AMC Exp. As On

v

v el n

Manafactorer Warranty Type
Acer Warrary
Acer AMC
Acer Warrary
Acer Wasraray
Acer arrany
Lenovo Warrarty
Lenovo Warraray
Lenovo Warrarmy
Lenovo Warraray
Lenovo Warrarmy

Pagell_Jof2 ws smif10 v

MNRIS

Covered Till
13/03/2023
13/03/ 2026
13/03/2023
13/03/2023
13/03/2023
13/09/202)
13/09/2021
13/00/2021
13/09/202}
13/09/202)

Select WTY/AM

Exp. As Or Select Alloc

Status
Arached
Damaged
Attached
Disposed
Atached
New
New
New
New
New

Upload Excel Data

Attached To
User 2{U2)

User 2 (U2)

User 8 US)

Allocation Exp. As On

stion Exp. Ax On

Attached Till
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Thanks!

Do you have any questions?
info@robustretail.com
Tel: +971 2 667 6791
Fax: +971 2 667 6792
https://www.robustretail.com




