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Information in this document is subject to change without prior notice. Companies, names,
and data used in examples herein are fictitious and for illustration purposes only unless
otherwi se stated. No part of this document may be reproduced or transmitted in any form or
by any means, electronic or mechanical, for any purpose without the express permission of
Infraon Corp.

ABOUT THIS DOCUMENT

This document outlines the features of Infraon Ticket Management and provides detailed
information on how to customize and use all the modules available within Infraon products. It

contains sensitive information. Access to this document or its content should be provided only
to authorized users of Infr aon products software on a need -to-know basis.

Any unauthorized use or sharing of information in this document will be considered a breach
of respective confidentiality/copyright and shall be treated accordingly.
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Ticket Management

This g uide provides a detailed walkthrough of ticket management within the Infraon Infinity
suite. The ticketing module on the left panel is crucial for managing incidents.

In Infraon Infinity, tickets are synonymous with incidents, a term used to simplify the ¢ oncept
forend -users.

Understanding Incident Management

Incident management in Infraon Infinity suit is designed to restore normal service operation
as quickly as possible following an unexpected disruption or incident. An incident usually

refers to an unp lanned interruption or degradation of service that affects the regular

operation of an IT service or system, disrupting users or stakeholders. These incidents can
occur due to various factors, including hardware failures, software bugs, network issues,

hum an errors, security breaches, or environmental events.

(< infraon

Breakdown Occurrence

-y
IR R R R RN

Ticket Life Cycle

Resofution Ticket Reporting

Ticket Managing

3| Page
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Creating Tickets in Infraon Infinity

Infraon Infinity offers several methods for creating tickets.

&~ infraon . mm

L

-

Infraon Ticket Creation

BN self Service Portal

‘v‘ Email to Incident *
& Created by Technician > ;

] Mobile App

Q Trigger Alarm

g WhatsApp ’ 6

ﬁ Microsoft Teams

a3
(@5 API

@ ChatBot “ . ‘/l .

The first method is through the Self -service portal , where end users can log in and
raise th eir tickets.

The second method involves an email -to -incident feature. By configuring the support
email, any emails sent by an end user automatically generate a ticket in the Infraon Infinity
suite.

i The third method is via the technician portal. If an en d user cannot use email or the self -
service portal, they can directly contact a technician. The technician can create a ticket for
the end user within the admin portal.

The following sections provide a detailed look at these different methods of ticket cre ation.

4| Page
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Self Service Portal

This guide explains how to raise a ticket from the self -service portal. The self  -service portal is
a dedicated platform for end users to raise tickets and request services. To access this portal,
the user, technicians, or admin must first grant the requester access.

Granting Access to the Self - Service Portal

Step 1: In the Infraon Infinity suit, navigate to the Infraon configuration located on the left
panel, proceed to user management, and select the requester module.

. . . F . )
W Infracn Configuration 2T Compitted e — > poeme & O Suraj Kumar  JFHY)
Infraon Management Admin  Wlle
B ) User Management
&% Al Settings
= # General . )
1 General Settings Department 1 My Leaves
- I Group users based on their team, or services ve categories for the . View leave categories, balances and apply for leaves
[ II £ User Management
m & Service Management
)
~ L) Motifications A2 Password Policy S Requesters :f_‘é Roles & Privileges
3 h r.'.'"-'Jv"i passw podic nt while o Add/Inyite internal or external user(s) for whom a Create new roles and select privi eges, edit, delete
— #uInfraon Automation enabling authentication and inf Ticket or other service requests are raised or clone default Infraon roles
h Bots

sz Organization

<5 IT Operations

53 Infraon Platform
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Step 2: Add the respective end user in the requester module.

Add Requester X

Requester Work Address
Add Requester Details > >

Full Name * Email *
Phone Number Landline Contact Extension

=

Type Enable Login Is Active

[ e | ©

Admins must then share the self -service portal credentials with the end user.
Logging in and creating a ticket
Once the requester has the portal credentials, they're able to create a ticket.

Step 1: Use the login URL shared by the admins to access the self -service portal. Select the
self - service option to continue.

&~ Infraon

Bitsm

Streamlines IT Service Management,

W
Boosting Efficiency And User Satisfaction. Welcome back to Infraon &
————————————————————

Please sign-in to your account and start the adventure

Key res :
Key features, Email *

@ Service Desk i | l

% Workflow Automation

Password * Forgot Password?
% Service Request Management

@

7 Event, Problem, Release Management Solution and more

~ SLA Management
Sign-in

Knowledc VERELTI T

7, Self-Service Portal I Login to Self Service? Click here I h

@ Jakob Geidt * %

“An enterprise grade solution with the best incident

management and service request tracking features.” Q
© Infraon Corp. All rights reserved
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Step 2:

Step 3:

Enter the valid login credentials provided by the admins.

€~ infraon

Self Service Portal

One platform for complete ITOps modernization
Email

shikar.srivastav@infraon.io

Password Forgot Password?

Capteha Code

8 Q 7 2 D P 7 &

Type the captcha code below

b

Enter Captcha

This field is mandatory!

Back to Login ? Click here
® Infraon Corp- All rights reserved

After signing in, you'll be redirected to the homepag e.

Here, requesters can browse articles, view raised tickets and requests and check allocated

assets.

Winfraon Home Tickets  Requests  Assets

Knowledge Base

Have Questions? We've All the Answers

Submit a Ticket é Y
e

Browse articles

knowledge base

@ Submit a ticket

Describe your issue by filling up the support ticket form

Active tickets (0)

€ Back to All Tickets

EIMS © Copyrights reserved.

View all tickets
Track all your ticket's progress and your interaction with the

support teams

Assets

@ Assets are the integral ¢
environment use E

data transmission, and m

View all requests

Track all your request's progress and your interaction with

the support teams

ITSM software by Infraon
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Creating a Ticket

Step 1: To add a ticket, click on "Submit a ticket," located at the top right corner of the
page.

@' infraon e Tichgis  Reguests Knowledge Hase
*J

Active tickets

Closed tickets

# Back o Home IT5M softwane by Infraon

Step 2:  In the "I need help with " call -out box, select the type of service where the issue has
occurred.

Submit a Ticket X
Name * Email sodross *

Shikar Srivastav shikar.srivastav@intraon,io
Type

Ticket ~

| noed help with

emal

v 1T Suppoet
v Email Support
Ermail Account Setup
Email Acgess issues
R

v IT Setvices

& Aud Attachments

i

8| Page
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Step 3: Requesters can also add the Service classification in the respective call -out box.

x +

25 twilight.infraon.app,

Submit a Ticket
Name * Email address *

Shikar Srivastav shikar.srivastav@infraon.io
Type

Ticket v
I need help with

IT Support / Email Support / Email

Access Issues

Service Classification

Authen@mr

Password

@ Add Attachments

Step 4: Enter a subject line stating the reason for raising the

ticket, for example, "  Unable to authenticate."

Submit a Ticket X
Name * Email address *

Shikar Srivastav shikar.srivastav@infraon.io
Type

Ticket v

I need help with

IT Support / Email Support / Email
Access Issues

Service Classification

Authenticator v

Subject *

Unable toTauthenticate.

Now let's hear the details *

@ Add Attachments

9| Page
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Step5: I n the "Now | etds hear the details

section,

detail. You can also upload any attachments that help explain the problem by clicking on 'Add
Attachments.'

Submit a Ticket

Name *

Shikar Srivastav

Type

Ticket

| need help with

IT Support / Email Support / Email
Access Issues

Service Classification

Authenticator

Subject *

Unable to authenticate.

Email address *

shikar.srivastav@infraon.io

Now let's hear the details *

Not ablﬁto login into my outlook account.

& Add Attachments

Step 6: After entering a |l details, review them and click "Save" to submit the ticket.

Submit a Ticket
Name *
Shikar Srivastav
Type
Ticket
I need help with
IT Support / Email Support / Email

Access Issues

Service Classification

Authenticator

Subject *

Unable to authenticate.

Now let's hear the details *

Not able to login into my outlook account.

& Add Attachments

EIMS © Copyrights reserved.

Email address *

shikar.srivastav@infraon.io

Cancel, | O B save
ﬁ A

10| Page



Infinity User Guide

The ticket will then be created in the self -service portal, allowing the end user to check its
status.
Winfraon Home Tickets Requests Assels Knowledge Base Submit a Ticket .

Active tickets (1)

T@TDOSZ @ New Open Mar 21, 2024 10:04 AM ‘

Unable to authenticate....

£ Shikar Srivastav Mar 21, 2024 10:04 AM

Not able to login into my outlook account,

Closed tickets (0)

=T

No ‘Closed Ticket(s)"

4 Back to Home ITSM software by Infraon

Ticket Management by Technicians or Admins
The same ticket will also appear in the t echnician or admin portal.

Here, the technician can work on the ticket, assist the end user in resolving the issue, and
finally close the ticket.

Ticket 2/7 Completed emm e Demo Hel Jal Suraj Kumar @
O > QHep © L Management Admin Wl
82 > v Last 60 Days X v m & =8 B + New Ticket
SUMMARY CARD o i CREATION TIME : REQUESTER NAME C STATUS A IMPACT SERVICE ACTIONS

= TKT0032 @ © A Medium |
; Shikar Srivastav o5 o 1 3 b

o Unable to authenticate. | Mar 21,2024 10:04 A\ . ehiker.srivastav@inraono ® New Open AssignTo E@B @ " @

*a
@ ... I I — =
3 :

i, &
55
B a
o 4 =
n

8

R

Showing 1-6 of 6 I« < o > » Show 10 entries
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Email to Incident

This guide explains how to create a ticket using the email -to -incident feature in the Inf raon
Infinity tool. This feature allows a requester or end user to send a ticket directly to a technician
or the front -end administrator via a designated email ID. Before using this feature, it's
necessary to configure the support mail ID in the Infraon In finity tool.
Configuring the Support Mail ID
Step 1: Navigate to Infraon configuration and locate Mail Automator, also known as IMAP
configuration, which resides in the Infraon Automation module. This allows you to set up
automatic ticket creation from ema ils.
W Infraon Configuration F1id —— B Demo (& _ .----'_-:.-,_..s-lf!.m-K-u-n..ﬂ-’ J
=T} .l Sattin Infraon Automation
\ Genera | | Fu'snne.-ss Rule ‘ Escalalim_\ HailAulorﬂator
- L1 Notifications 79 Workflow
_1 ots
I
)
12| Page
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Step 2: Click onthe New Configuration located at the top right corner of the page to create
a new IMAP configuration.

Infraon Automation Mail Automator Suraj Kumar
217 Completed ) Helj Y @
®( Mail Automator - DDemo @ Help & L\ \inagamant asmn
= v
[ﬁ' EMAIL CONFIOURED < EMAIL SERVER < ACTION
® sales@@infracn.io outlook.office365.com Z “
33 approvalsginfraonio outlook office365.com [EAT]
B
m
O
&
Showing 1-2 of 2 M < o > M Show 10 entries

Step 3: Enter the necessary details for the mail configuration. Start by entering the mail
server.

Add IMAP Configuration X

n Email Config > Domains

We currently support IMAP configurations only.
The email ID should be configured to aliow access from less secure apps.

Mall Server * Authentication Type *
Jma \ Basic Authentication v
Email * Password *
®
Server Port Configuration Use Defaults
Incoming ( IMAP ) Server Port 993 Encryption Type s

SMTP Server *

Outgoing ( SMTP ) ServerPort 587  Encryption Type m

= =

Step 4: Choose th e authentication method and enter the email address and password in the
designated fields. Requesters will use this email address to submit tickets via email.

13| Page
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Add IMAP Configuration X

n Email Config > Domains

We currently support IMAP configurations only.
The email ID should be configured to allow access from less secure apps.

Mail Server * Authentication Type *
outlook.office365.com OAuth2 Microsoft v
Email * Password *
ticket@infraon.io (o]
Client ID * Client Secret *
Enter Client ID Enter Client Secret
Tenant ID * Authority *
Enter Tenant ID https://login.microsoftonline.com
Server Port Configuration Use Defaults
Incoming ( IMAP ) Server Port 993 Encryption Type
SMTP Server * smtp.amail.com

Step 5: Now, specify the Client ID, Client Secret, Tenant ID, and Authority in the respective
call-out boxes.

Add IMAP Configuration X

B emeiconti > Domains

fo) We currently support IMAP configurations only.
The email ID should be configured to allow access from less secure apps.

Mail Server * Authentication Type *
outlook.office365.com OAuth2 Microsoft v
Email * Password *
ticket@infraon.io ssssssces ®
Client 1D * Client Secret *

ablies T il Emw i SN0 7Npm) ol o i u3_~7

Tenant ID * Authority *
COr=my-l (Emp=y - W w—_cedE hrtpSsiiogin. ftonling.cor ]
Server Port Configuration Use Defaults
Incoming ( IMAP ) Server Port 993 Encryption Type TS
SMTP Server *

:Tes‘ |

l4| Page
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Step 6: Enter the SMTP server details in the Server Port Configuration section

Add IMAP Configuration

Email Config > Domains

outlook.office365.com
Email *

ticket@infraon.io
Client 1D =

abET TR N R NN SR ETO6

Tenant ID =

Glall™ ™ W o L

T R T

OAuth2 Microsoft -
Password

......... Lol
Client Secret *

7l e e w m—— ]

Authority *

W =, com J

Server Port Configuration Use Defaults
Incoming | IMAP ) ServerPort 993 Encryption Type
SMTP Server * Emtp.giail con
Outgoing [ SMTP ) Server Port 587 Encryption Type S5L | TLS
Step 7: After entering all required information, click Next .
Add IMAP Configuration x
B cmicontis > Domains
outlook.office365.com OAuth2 Microsoft v
Emall * Password *
ticket@infraonio  esesscsee ®
Client 1D * Chent Secret

Tenant ID *

600w’ s Bo. owm; Boweed

Server Port Configuration

Incoming ( IMAP ) ServerPort 993
SMTP Server *

Qutgoing ( SMTP ) Server Port 587

Test

EIMS © Copyrights reserved.

Authority *
hitps siuge e, Com
Use Defaults
e [ )
[ —— J
En:hpoon Type SSL

— ==
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Setting Up Domains and Submitting Configuration

Step 8: On the domains page, add th e impact services. Use the Allow Duplicate
button as needed. To block any email accounts, select the Blocked Email  option.

Add IMAP Configuration
Email Config > a Domains

Ticket details

Blocked Email Degartment

Approve all Domains
Create a list of approved domains

Approved Domains

 Back

Step 9: For the "Approve all Domains" option, choose the domain ID from which tickets are

toggle

Impact Service Allow Duplicates

to be created, or click on Approv e AllDomains  to allow tickets from all domain IDs to be

created in the administrator's portal.

Add IMAP Configuration
Email Config > Domains

Ticket details

Blocked Email Department

Impact Service Allow Duplicates @

Approve all Domains
Create a list of approved domains

Approved Domaing

 Back

EIMS © Copyrights reserved.
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Stepl 0: Once the necessary configurations are
Configuration.

Add IMAP Configuration
Email Config > Domains

Ticket details

Impact Service Allow Duplicates @

Blocked Email Department

Approve all Domains
Create a list of approved domains

Approved Domaing

mad e,

Step1 1: Now, admins or users can share this configured email ID with the requesters or end

users to create tickets using the email -to -incident feature.

O o o o O € 0 @
= v - + MNew Config
] EMAIL CONFIGURED s EMAIL SERVER S acmiow
@  ssesgintroonio autlook.office365.com @ o
33 approvalsginfraonio outlogk.office 365.com [CAT)
3| temmintraonio outlook.office365.com CAT]

o
1]
m
O
©
&
8
z
&

Showing 1-30f 3 M < o *» M

EIMS © Copyrights reserved.

Show 10 entries
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Creating Tickets as an End User

Step 1: To submit a ticket via email, compose a new email and address it to the configured
email address.

Untitled - Message (HTML)

[UESSSTl Insert  Options  FormatText  Review Help & Tell me what you want to do

“‘I = R y EEE ‘:.}'.@ ﬂ| i Ii‘7 E > Follow Up ~ ® D

! High Importance

Paste B T U™ A Address Check Attach Attach Signature Assign Viva View
- Book Names File= ltem=  ~ Policy - ¥ LowImportance  jnsights  Templates
Clipboard ) Basic Text Names Include Tags ) My Templates ~

From™ | shikar.srivastav@infraon.io

To.. | [tcket@infraonio
Send | ‘_

1=

Step 2: Inc lude a subject line for the ticket. Without a subject, the ticket won't be created in
the admin portal.

Adobe software had expired - Message (HTML)

Insert  Options  FormatText  Review lelp ';“ Tell me what you want to do
= P = 2zl o2 i o, 2 > o
o Calibri@e~11 - A K Z-i=- |4 |38 = ﬂ ; i \EI > Follow Up @ D
< - ! High Importance
awy A B==aex ress Chel ch Attach Signature ign va iew
Paste B I U W = — — &=3= Address Check Attach Attach Signature Assl Vi Vi
% Format Painter - Book Names File- hem+ -  FPolicy= ¥ Lowimporance insights Templates
Clipboard [F] Basic Text r1 Names Indude Tags & My Templates ~

From¥ | shikar.srivastav@infraonio

Send

To, Ticket infracn
e

Subject Adobe software had expired ‘__

18| Page
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Step 3: Summarize the issue for the technician. This helps the technician resolve the issue
more quickly.

ware had expired - Message (HTML)

Format Text Review Help J Tell me what you want to do

-1 2l * In " -
N Calibri (Bc=[11 | & & =i 4 2 é"(“ m A } EI [~ Gz D’
— | High Importance
Paste B IU ¥-A-[E= = &35 Addess Check Attach Attach Signature  Assign Viva View
- ¥ Format Painter - = = Book Names File- ltem- - Folicy- % Low Impartance  |nsights  Templates
Clipboard [ Basic Text &~ Narmes Include Tags ~ My Templates ~

Fromw | shikarsrivasta@infraonio

To. Ticket infrann

Send
e

Subject | Adobe software had sxpired

Not able to use the adobe software. Need to renew the same.

Thank you|

Step 4. After filling in the details, ¢ lick Send .

Adobe software had expired - Message (HTML)

fomatText  Review Help Q) Tell me what you want to do

Calibii (Bc-[11 - A & i=-i=- A I_‘_i fi,;(” m a } = | ez @ D;

I High Importance

Pastd = BI1u ¥-A-EB== = Address Check Attach Attach Signature Assign Viva View
Format Painter = e Bock Names File= Item= - Policy= * Low Importance | jngignts  Templates
ligbaard r Basic Text & Names Include Tags n My Templates -

From ¥ | shikar.srivastav@infraon.io

To,. Ticket infraon
Send
s =
Subject  |Adobe software had expired

Not able to use the adobe software. Need to renew the same.

Thank vnu|

19| Page
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Once the email is sent, a ticket is generated in the admin portal. Technicians can see the
created ticket, source (email), subject line, summary, and the requester's name.

@’ Ticket

2i7 Completed m— —

> Demo @ Help & L Suraj Kumar

~  Infraon Management Admin ]
. > Last 80 Days X v [OJEE] B B + New Ticket
ﬁ SUMMARY CARD CREATION TIME REQUESTER NAME N STATUS IMPACT SERVICE ACTIONS
@ TKT0095 &2 & ~ Medium
Mar 2 5 ShESrOn 0 Productivity Tools Installation / IT Suppor
% Adobe software had expired Var 22, 2024 06:53 AM B i ® New Oper uctivity 11T Supy
)
TKT0001 &
n Matthew i . )
= Unabis 1o/ con s Ecoai Feb 05, 2024 11:29 AM 'i T ® New Open IT Services { Email Support / Email and C...
m & q
O
© :
3
4

Showing 1-2 of 2

The technician can then start working on the ticket and provide

Show 10 entries

a resolution to the end user.

This process, known as "email to incident," allows the end user to send an email that is
converted into a ticket in the Infraon Infinity tool.

EIMS © Copyrights reserved.
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Created by Technician

This guide outlines the process for a technician to create a ticket on behalf of an end user. This
method is particularly useful when the end user cannot access their email or self  -service portal,
such as when their laptop or desktop won't power on. In these situations, the end user can

contact a technicia n or service provider within the organization to create a ticket for them.

Creating a New Ticket

Step 1: To create a new ticket, navigate to the Ticket Management module on the left pane
and clickon New Ticket at the top right corner of the page.

@ Ticket 37 Comphed > Demo () Suraj Kumar
- Management Admir .
oo - —
o+ > f Last 60 Days X () + New Ticket
%) SUMMARY CARD | CREATION TIME REQUESTER NAME STATUS IMPACT SERVICE ACTIONS
= TKT0033 & ~ Medium
Shikar Srivastav .
Adobe software has been expired Mar 21, 2024 10:13 AM <hikac srhvastaviniracnio @ New Oper License Renewal | IT Support | Software
3 .
| . TKT0032 & ~ Medium
Shikar Srivastav
i Unable to authenticate, Mar 21, 2024 10:04 AM S8 shikar stivastav@iniraon.io B New Oper IT Support / Email Support / Email Acces,
.
Y '
=t
- TKTO0OS5 & ~ Medium
/-: Suraj Kumar - P
hardware issue Mar 18, 2024 08:52 AM SK T e @ Closed Close IT Support / Hardware Support | Hardwar,
o
'm .
L) TKTOO004 & ~ Medium
Suraj Kumar
3 Unable to login 1o the porta Mar 18, 2024 06:43 AM sdmin@inb.com @ Waiting For Complete Close Select Option
E admin@tnb.cor
\'(}'.: TKT0003 &
\ Matthew / t
Can't Connect to Network Resources Feb 05, 2024 11:20 AM % matthewintraon.io @ Waiting For Closure R v IT Services | Hardware Support [ Networ,

Showing 17 0f 7 ) show| 10 ~ | enies

Step 2 : Inthe pop -up tab, select the end user/requester experiencing the issue.

Ticket > Add

Suraj Kumar
@ Ticket 2/7 Completed e e >Demo @ Help & O @

Infraon Management Admin

Add / Search a Requester

a2 INTERACTION m

Requesters * Add a New Requester

=
Insert Requester Name, Email ID Q sri =~
L J »
Shikar Srivastav Active
Reported by + . cc No Interaction

@ shikar.srivastav@infraon.io
= Priority

~ Medium v

Impact Service

Select Option v

RINCIIE

Service Classification

I Select Option ™~
B Assignee Take it
E Select Assignee v
Followers Follow
Select Followers v
+ Add a New Requester
Tags

R A

21| Page
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Step 3:

Technicians can identify themselves in the 'Reported By' section by entering their

Name, Email, and Phone Number. This ensures the requester and support team have a point

of contact.

Add

Ticket

27 Completed e e— > Demo @ Help & 0O Suraj Kumar o
N nfracn Management Admin ]
0o ITERACTION
o+ Requester Details yc’ Subject * NTERACTION
~ & 21 Mar 2024, 10:13:00 AM :§
&) Shikar Srivastav E
shikar.srivastav@infraon.io Communication ~ From ticket@infraon.io New Open
ﬁ Adobe software has been expired
To *  shikarsrivastavi@niraon.io cC K a A i
Ig Reported by v TKT0033 & Medium
Name —
= BIU = = @8 f+ &k
| ® 21 Mar 2024, 10:04:00 AM
.'2] New Open
Emai
~ Unable 1o authenticate
=
TKT003Z © - Medium
Y-_-: Phone Number
— -l
L prory
~ Medium

="

Impact Service

Select Option

Se

Specifying Service Area

Step 4.
with.

Add

Ticket

29 Phane Number
@ [ Ea R
= Priority

IQ ~ Medium

Impact Service

=
®
hardwa
m
S
~ IT Services

- w Hardware Support

5] Printer Service

PC

D

Network Services

E7

Tags

Attachment

EIMS © Copyrights reserved.

Cancel

Submit as New v

27 Completed - a— > Demo
Communication ~  From ticket@infracn.io
v To ®  shika tav@iniraon.io cc
BIU = = @88 4+ L

! | e

Cancel

Submit as New v

Enter the impact service and specify the service area the end user is having trouble

. raj Kumar @8
@ Help ¢ Q infracn ‘/J'J-':ES'!"JCTt ::1\.—. Q
INTERACTION
® 21 Mar 2024, 10:13:00 AM B
New Open
Adobe software has been expired
TKT0033 & ~ Medium
® 21 Mar 2024, 10:04:00 AM
New Open
Unable 1o authenticate
TKT0032 @& - Medium

22| Page
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Step 5: Select the service classification based on the issue faced by the requester.

Add

s

Ticket

27 Completed wm— a— [> Demo
[=]=} N
o+ Reported by vjec
© .
Priority
- Communication ~  From ticket@infraon.io
=) ~ Medium .
To ®  shikarsrivastavi@infraon io cc
B Impact Service
IT Services [ Hardware Support [ PC _

.

A Service Classification h_

m

(e

pled

Power on

=)

- shut down
Al

(B

@]  Attachment

Cancel

Submit as New v

Step 6:  Assign the tickett o the service technician working on the issue or to yours

@Help © O

Suraj Kumar
nfracn Management Admin

Q
TERACTION
21 Mar 2024, 10:13:00 AM
New Open
Adobe software has been expired

TKT0033 @ - Medium

21 Mar 2024, 10:04:00 AM
New Open
Unable to authenticate

TKT0032 © ~ Medium

elf if

you're handling the problem. You can also add additional followers and relevant tags to the

ticket.

Add

Ticket

27 Completed e e— > Demo (@ Hel,
go NT
o+ Reported by bject
@ !

Priarity

! Communication ~  From ticket@infraon.io
ﬁ ~ Medium v
To * nikar srivastavi@iniraon. io cc
5] Impact Service
IT Services [ Hardware Support / PC —_
= BIU = = & a f+ Lk
.

Service Classification

® se
Power on

m
el Assignae Y h
3 v
E5  Followers Follow

Tags
@
7 Attachment

Cancel

Submit as New ~

EIMS © Copyrights reserved.

Suraj Kumar
nfracn Management Admin

: e

p & L d

ERACTION

21 Mar 2024, 10:13:00 AM
New Open

Adobe software has been expired

TKT0033 @ ~ Medium
21 Mar 2024, 10:04:00 AM
New Open
Unable to authenticate
TKT0032 @ ~ Medium
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Step 7:

Ticket
~ Medium

Impact Service

IT Services [ Hardware Support /| PC
Service Classification

Power on
Assignee

Followers

Tags

Attachment

e a evpaxocfleannQ

No Attachment

Submitting the Ticket

Step 8:

Provide a subject for the ticket and a brief description of the problem faced

U7 Completed e e > @ fat Suraj Kumar o
- B oemo @Help & L Infraon Management Admin .
Subject ® My laptop is not turning on INTERACTION
& 21 Mar 2024, 10:13:00 AM 2
Communication ~ From ticket@infraon.io New Open
Adobe software has been expired
To *  shikar.srivastav@infraon.io o TKTO033 & py——

BIU = = @8 f

%

| have shutdown my pc but now when | am turning on it not happening.

® 21 Mar 2024, 10:04:00 AM

New Open

Unable to authenticate.

TKTOO032 @ ~ Medium

Cancel

Submit as New v

Once all the necessary details have been filed, technicians can submit the ticket. If

the issue is already resolved, submit the ticket as resolved. If work has started but the issue

isn't resolved yet, submit it as pendin

(O

Ticket

+0

~ Medium

o] ]

(75

4

)
@
"
3

Attachment

No Attachment

EIMS © Copyrights reserved.

g. For new issues, click on

submit as new

~ &
n - D> Demo @ Help & O Surej Kumar @
nfraon Management Admin °
TERACTION
My laptop is not turning on
® 21 Mar 2024, 10:13:00 AM B
Communication From ticket@infraon.io New Open
Adobe software has been expired
To *  shikar.srivastav@infraon cc TKT0033 © ~ Medium
BIUVU = = @8 f+v k
® 21 Mar 2024, 10:04:00 AM
| have shutdown my pc but now when i am turning on it not nax)p-znmg] New Open
Unable to authenticate.
TKT0032 © ~ Medium

[ Submit as New
2 Submit as Pending
Submit as Resolved

Submit as New v h

Cancel
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Upon clicking submitas new , the ticket is created in the Infraon Infinity tool on behalf of
the end user.

©/ Ticket 27 Comptes e e > oemo @ Help C O susikmar (@)
- nfraon Management Admin e
oo < — N ey e 2
o+ b 7 Last 60 Days % v ()] 5 B|B|B + Mew Ticket
&) SUMMARY CARD CREATION TIME REQUESTER NAME STATUS IMPACT SERVICE ACTIONS
=] TKTO036 & ~ Medium )
. Shikar Srivastav
My Bptop is not tring on Mar 21, 2024 10:25 AM @ shikar srivastov@infraonio @ New Oper m Assign To
K] .
® m e
L]
g
k‘)
? ] L
= u
|| |
K
X
|| |
Showing 1-8 of 8 < o > > Show 10 entries

Now, a ticket has been raised for the end user stating the reason, and a corresponding
technician wi |l rectify the issue.

This is how a technician creates a ticket for an end user who is unable to access their email or
the self -service portal.
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Ticket Assignment

This guide explains the ticket assignment process within the Infraon Infinity suite
the Ticket Visibility section.

Admins can view, manage, and allocate all tickets generated in the portal. In contrast,

Engineers only have access to tickets assigned to them. During ticket creation, they can also
are linked to their team in the

self -assign tickets if they

"Impacted Service"

, focusing on

column.

The Service Desk Team can view all tickets and manually assign them to a team or a specific

technician.

Infraon provides both manual and automatic ticket assignment options.

@ Ticket
oo
o+ >
SUMMARY CARD
=] TKT0103 @
B unable to Authenticate
. TKT0102 @
[ﬁj My laptop is not turning on
2 TKT0095
&
Adobe software had expired
T
Q TKT0001 @
B Unable to Access Email
Showing 1-4 of 4

A Medium

A~ Medium

A Medium

EIMS © Copyrights reserved.

Last 60 Days

24*7 - RESOLUTION METRIC

1d 21h 26m

1d 21h 18m

1d 18h 30m

O A Breached
+45d 17h 00m

CREATION TIME

Mar 22, 2024 09:55 AM

Mar 22, 2024 09:47 AM

Mar 22, 2024 06:59 AM

Feb 05, 2024 11:29 AM

2/7 Completed e e

REQUESTER NAME

Shikar Srivastav

7 shikar.srivastav@infraon.io

Shikar Srivastav
shikar.srivastav@infraon.io

Shikar Srivastav

shikar.srivastav@infraon.io

? Matthew
$  matthew@infraon.io

> Demo
[0) Q3

w

STATUS

@ New Open

Resolve

® New

@Help & 2

Suraj Kumar @

Infraon Management Admin

L]

8 B + New Ticket

ACTIONS

Assign To

I sl

Prod|

Show 10 entries
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Ticket Assi gnment (Manual)

This guide explains the manual ticket assignment process in the Infraon Infinity suite. In this
process, the Admins or the Service Desk team assign tickets by selecting the appropriate

team, expertise, level, and technician. The ticket is t
technician.

Start with the following steps:
Hover -over the ticket, and then ¢

Step 1: lick on the fAssign

W Ticket 2/7 Completed wmm wmmm
SE > Last 60 Days X v
SUMMARY CARD CREATION TIME REQUESTER NAME STATUS
= TKT0103 © ~ Medium
Shikar Srivastav
unable to Authenticate Mar 22, 2020, 90550 ss shikar.srivastav@infraon.io o Now
@ —
. TKT0102 @ ~ Medium
Shikar Srivastav
[} My laptop is not turning on Mar 22,2024/09:47'AM @ shikar.srivastav@infraon.io ® New
.
TKT0095 & @ ~ Medium
e o  Shikar Srivastav
Adobe software had expired Mar 22, 2024 06:59 AM ® . iarsivastav@iniraonio
~ .
W 2
Q TKT0001 @
Matthew
B Unable to Access Email Feb 05, 2024 11:29 AM i matthew@infraon.io W;New
J.
Showing 1-4 of 4 < < o > »

EIMS © Copyrights reserved.

Open

T o dption.

> Demo ® Help

© o ofEl- IEEEN

Open
@ New Open

Open

fescies s

hen directly assigned to the selected

(aY Suraj Kumar @&,
= Infraon Management Admin Wll®

IMPACT SERVICE ACTIONS

IT Services / Hardware Support / PC

Productivity Tools Installation / IT Suppor...

IT Services / Email Support / Email and C...

Show 10 entries
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Step 2: A new pop -up window will appear where you can specify ticket ownership and
handli ng.

Select the target ATeamd responsible for the ticket

Determine the ticket's priority ALevel, o0 indicat
t eam. Finally, choose the speci fwhewiltbheasdigned to adaress o r
the ticket.

Click on Submit to finalize the assignment.

Assign To X

TKT0103 @ Medium

& unable to Authenticate

Select Team *
@ e X v

Expertise

Information Technology Management  x «

Level *

Level 1 X v

Assignee

[°Alex X v

by
The ticket is now assigned to the selected technician.
- - s -
@ Ticket 2/7 Completed e ammm > Demo @ H
° Saved Successfully X
0o Ticket updated successfully
> Q  search v Last 60 D: v Si
o+ Q asf ays x W @
SUMMARY CARD o EICE T TEAm _ ASSIGNEE _ suBJECT B ACTIONS
= TKT0103 @ © A Medium
unable to Authenticate :i"'ﬂ“ Support / Email Acces... IT Team . Alex Unable to Authenticate
B * a}
-
—
@ | = SR | B e i i
@ P
3 E =
[ p— - & Far = ks - -
= P
Q LEd ]
m S ey — l e . B [ -
#
4
&
Showing 1-4 of 4 7] < ° > » Show 10 entries

This concludes the guide on manual ticket assignment in the Infraon suite.
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Ticket Assignment (Automatic)

This guide will e xplore the automatic ticket assignment feature in the Infraon Infinity suite.
This feature offers two options: Team Assignment and Business Rule.

Team Assignment

Team assignment is a process of automatically allocating technicians to resolve issues. When
a ticket is created, the associated impacted service triggers the assignment. Predefined

linkages between impacted services and responsible teams direct the ticket to the appropriate

team. Subsequently, the ticket is assigned to a specific tec hnician within that team.

Step 1: Navigatetothe Al nf r aon Conf i maduleathen grateed to the AUser
Ma n age me mab and selectthe A T e a msnoddule to configure automated ticket

assignment.

Infraon Configuration 2/7 Completed wmm e > Demo & 2 Suraj Kumar
W 9 - ~  Infraon Management Admin ]
[j . User Management
@ & All Settings
General Settings ) =
~0 i 9 2J  Department Leaves My Leaves
S o " Group users based on their team, or services View and configure leave categories for the View leave categories, balances and apply for leaves
& User Management
organization
oo pr—
i = Service Management
) ) o 0,0
@ £\ Notifications /) Password Policy cin Requesters "9 Roles & Privileges
Conf policies to be compliant while Add/Invite internal or external user(s) for whom a Create new roles and select privileges, edit, delete
(k] #a Infraon Automation enabling on and information security Ticket or other service requests are raised or clone default Infraon roles
- € Bots
D
%> Organization Teams Users
Gi < with the same skill, project or as a team Invite Users, edit user information and delete
»& T Operations ton nctions and support existing users.

88 Infraon Platform

o[Be &

i\
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Step 2: To evenly distribute ticket workload among technicians within a specific team, select
the desired team and click the i E d i butbon to modify team assignments.

User Management > Teams A S
2/7 Completed e amm uraj Kumar @
@ Teams D> Demo @ Help ¢ ~  Infraon Management Admin e
v 88 + Add Team
TEAM NAME S TYPE < DESCRIPTION < ACTIONS
Y
> Default Approval Team Approval System Generated Team (AR
= Default CAB Team CAB System Generated Team (AT
Q Default Review Team Review System Generated Team Z
[:D Default Team Servicedesk System Generated Team B i
[ Escalation Team Expert This team teals with the escalated ticket. Z @
A This team review and approve any kind of exceptional =
o Exceptional Review & Approval Approval P! YKl P! L,/ 1]
approval request.
@ ible for 1T , software, -
IT Team Operation and Technical : Z, |
@ security, and usage. ) l
Procurement management is also referred to as the
= Procurement Team Operation and Technical source-to-settle process. It encompasses the evaluation, Z
selection and create.
This department deals with any technical queries related -
Technical Support Servicedesk 2 Y S2abl Z
g to product.
(o8
Showing 1-9 of 9 M < o > M Show 10 entries

Step 3: Access the advanced configuration by clicking fi N e x tindhe pop -up window. Within
this section, enable automatic ticket assignment

Edit Team X

Create Team Advanced Configuration
Add Team Details >

Team Name * O
IT Team
Description *

Responsible for managing IT infrastructure, software, security, and usage.

Team Type * ©

Operation and Technical v

Owners of the team *
‘-

Department

Business Hour Profile

24*7 X v

Expertise *

There are two methods: Round Robin Assignment and Load Balancer.

1 Round Robin ticket assignment evenly distributes incoming tickets among available
technicians. For example, if a team consists of Alice, Bob, and Carol, the tickets would
be assigned in the following order: Ticket 1 to Alice, Ticket 2 to Bob, Ticket 3 to Carol,
Ticket 4 back to Alice, and so forth, continuing this cycle.

30| Page
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1 The load Balancer method considers the current workload of available agents to ensure
a balanced distribution of tick ets. For instance, if Alice is handling 6 tickets, Bob 2, and
Carol 5, a new ticket would be assigned to Bob, as he currently has the lightest load.
The load balancer continuously adjusts to distribute the workload evenly.

Step 4: Make appropriate configur  ation selections and confirm choices by clicking the
i Su b mibutin.

This marks the end of the explanation of how automatic ticket assignment functions within
the Infraon Infinity Teams framework.

Business Rule

Business Rules automatically assign ticket s based on the impacted service and requester tag.

For example, if a ticket is created for a specific impacted service, it is automatically assigned
tothe Level configured for that service.
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