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1. Introduction

KronoDesk® is an integrated customer support system that includes help desk ticketing,
customer support forums and an online knowledge base in a single user interface.

KronoDesk® includes a powerful and flexible help desk ticketing system that can be quickly and
easily tailored to meet your support needs. With support for custom fields and workflows you can
create different support processes for your different products.

KronoDesk® provides a knowledge base and online support forums, making your customers
more self-sufficient with routine issues so that your support personnel can focus their time on the
critical issues and complex enquiries.

This user manual outlines the features and functionality available in KronoDesk®, and
demonstrates how to use the application to improve your customer satisfaction and optimize your
customer support. For information on how to install and administer KronoDesk, please refer to the
KronoDesk Administrative Guide.

1.1. Improve Customer Satisfaction

For your customers, KronoDesk® provides a single, easy to use destination for all their support needs.
When they arrive with a problem, question or enquiry, KronoDesk will direct them to relevant knowledge
base articles, suggest helpful discussion threads and provide self-service solutions so that they can find a
wide range of immediate solutions and suggestions.

For those enquiries that do not match an existing article or have not yet been discussed in a support
forum, KronoDesk will direct the customer to log a help desk ticket.

The system provides an easy-to-use help desk submission form that gathers the appropriate information
to ensure a speedy resolution of the problem. The customer can use their personalized dashboard to
view the status of their help desk tickets and provide additional information as requested by the support
agents.

1.2. Optimize Customer Support

For your support agents, KronoDesk® eliminates the time and effort spent checking separate systems for
help desk tickets, support requests and forum posts. Using the customizable agent dashboard, they can
view all their assigned tickets, monitor incoming forum posts and check for new tickets all from the same
screen.

To reduce the time and effort spent dealing with routine enquiries, the agents can use KronoDesk to
create knowledge base articles, FAQs, whitepapers and forum posts to document common problems and
the possible solutions.
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2. Functionality Overview

This section outlines the functionality provided by KronoDesk® in the areas of help desk ticketing,
customer support forums, online knowledge base and user account management.

2.1. Dashboards

When a customer first accesses KronoDesk, they are taken to the KronoDesk Customer Homepage. This
page is designed to provide them with an easy to use starting point for resolving their support issue. They
are provided with tools for searching the online knowledge base, asking questions in the support forums
and a link to create a help desk ticket.

The dashboard also includes recent knowledge base articles, news updates, and recent forum posts so
that they can keep on top of recent development and contribute back into the support community.

For customer service agents, the Employee Homepage provides them with a consolidated view of their
assigned tickets, any tickets not current assigned, recent forum posts, and current news updates so they
can see all inbound requests from customers in one single place, ensuring that they are able to monitor
the support forums and help desk from a single screen.

2.2. Knowledge Base

The KronoDesk® online knowledge base provides the first level of support to customers. Instead of
having to constantly respond to the same routine enquiries and support requests, customer support
agents can use the built-in knowledge base to create articles related to different topics, categories and
products. Knowledge base articles can be linked to multiple categories and also tagged with meta-tags to
make searching easier by customers. The system includes full rich-text editor so that articles can be
formatted with lists, tables, different text styles and embedded hyperlinks.

2.3. Support Forums

The KronoDesk® support forums provide the next level of support to customers. Where a fully codified
knowledge base article has not yet been synthesized and created by the support agents, the support
forums provide a place where users can search for existing messages concerning the same problem. The
support forums thereby provide a community where customers and support agents can post replies to
common questions visible to the entire community.

This provides a faster turnaround for customers who can find immediate solutions to their issues and
enables the support agents to focus their time on dealing customer issues that have not been previously
encountered or customers issues that particularly complex or environment-specific.

2.4. Help Desk Ticketing

The KronoDesk® help desk ticket management system provides the final level of customer support.

When a customer cannot readily find the solution through either the knowledge base or support forums,
they can submit a help desk ksabkigsion dydtemoThegsysterd alloms o D
them to quickly and easily enter the description of the problem, attach any relevant documents or
screenshots, categorize the issue and then submit it for resolution by the support agents.

The customer support agents can use the help desk system to review incoming tickets, assign them to
themselves or other support agents as needed, provide suggestions to the customer, or escalate to the
next level of support. They can use the system to add notes to the ticket, change the fields, or ask for
more information. Any changes made to the ticket
abreast of changes to their ticket. In addition, the customer can use their customer homepage to see a list
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of their open tickets together to see at a glance what action has been taken and what recommendations
have been made.

2.6. User Account Management

KronoDesk® supports the management of an unlimited number of users, which can be administered
through the same web interface as the rest of the application, and each user of the system can be given a
specific role in the system. In addition, each user has a secure Account management section of the
application where they can update their personal information, manage their subscriptions and change
their password information.

In addition to these administration functions, each user has their own personalized dashboard view of all
the pertinent and relevant information. This feature reduces the information overload associated with
managing such a rich source of information, and allows a single customer and employee snapshot to be
viewable at all times for rapid decision-making.

2.7. Miscellaneous

2.7.1. Artifact Relationships

The sections above have outlined the different features and functions available in the system, and have
described the various artifacts managed in the system (e.g. tickets, articles, forums, threads, etc.). To aid
in understanding how the information is related, the following diagrams illustrates the relationships
between the different artifacts and entities:

( )

Forums

Help Desk

—

[ Forum Category

[ Articte )

-
z

Figure 1: The relationships between the various KronoDesk entities

With these overall concepts in mind, the rest of this help manual will outline the functionality in each of the
KronoDesk® screens, and provide specific information on how to manage each of the artifacts illustrated
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above. Note that this manual does not explain the Administration-level functionality of the system; for that,
please refer to the KronoDesk® Administration Guide.

2.7.2. Artifact Naming Conventions

On various screens in the system, you will see lists of artifacts (tickets, articles, etc.) together with a
unigue identification number. In order to make it easier to recognize at a glance which type of artifact the
identification number refers to, KronoDesk uses a system of two-letter prefixes which help identify the

type of artifact being displayed. The current prefixes used by the system are:

Artifact Prefix Artifact Prefix
Ticket TK Knowledge Base Article KB
Ticket Status TS User us
Ticket Type TT Forum FR
Ticket Priority TP Thread TH
Ticket Resolution TR Message MG
Product PR

In addition, certain artifacts in the system are displayed with an icon that helps distinguish them from each
other, and provides additional context on the state of the artifact:

Icon Artifact Description
Q Knowledge Base Article

Forum Category

Forum

Thread

Help Desk Ticket
A P

SpiraTeam® Incident

o

m Artifact has an Attachment
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3. Home Page

When you first access KronoDesk®, the system will default to displaying either the Customer Home Page
or the employee home page. The choice of default home page depends on whether you are logged into
the system and if so, what role(s) your user belongs to. In either case, you can switch from the Customer
Home Page to the Employee Home Page by clicking the link at the top of the page (assuming your user
has permissions to see the other page).

3.1. Customer Home Page

When you first access the system without being logged-in, it will display the public version of the customer
home page illustrated below:

KronoDesk™  #HomePsge @ KnowledgeBase ¢ Forums  se Q Sign-n ~

Recent Updates Support Overview

Search the Knowledge Base

Or browse the knowledge base by category

Popular Articles pvore articies) ® Ask a Question in the Forums

How il catal i ! :

i Library Catalog Book Inventory Web Portal Forums
Forums Forums Web Portal Issues & Questions
yst Library Catalog Issues & Questions i Web Portal Enh: nt

How

Suggestions

Library Catalog Best Practices Book Inventory Best Practices

This version of the home page is neither personalized, nor customizable and displays the following
widgets:

1 Support Overview i This widget walks you through the steps of getting your support issue
resolved. It provides a search box for searching the online knowledge base, links to browse the
support forums and a message that you need to first log-in if you want to submit a help desk
ticket.

1 Recent Forum Posts T This widget displays a list of the most recent forum posts, including the
name and date of the post. Positioning the mouse over the title will display a popup tooltip
containing the long description of the post.

1 Recent Updates i If enabled by the administrator, this will display a list of recent news items
from the companyds website made available by a
the title will display a popup tooltip containing the long description of the news item.

1 Popular Articles T This widget displays a list of the knowledge base articles that have been most
frequently viewed by users of the system. Each article is displayed with its title and date of
publication. Positioning the mouse over the title will display a popup tooltip containing the long
description of the article.

1 Recent Articles - This widget displays a list of the most recently submitted knowledge base
articles that have been submitted into the system. Each article is displayed with its title and date
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of publication. Positioning the mouse over the title will display a popup tooltip containing the long
description of the article.

If you follow the instructions and login to the system with a basic user account (i.e. a user that does not
have themécasr olrsulagsar) the dashboard will change to the basic authenticated user

home page illustrated below:

Krono eSkA # Home Page ¢ KnowledgeBase  # Forums Search Q Q ursulauser -

Recent Updates Support Overview

Inflectra Offices Closed for U.S. Presidents ut g sul the f fat
M e start. We dedicate than half our te

Search the Knowledge Base

Q
Or browse the knowledge base by category
Ask a Question in the Forums
Library Catalog Book Inventory Web Portal Forums
Forums Forums Web Portal Issues & Questions

Library Catalog Issues & Questions Book Inventory Issues & Questions ‘Web Portal Enhancement

Library Catalog Enhancement Book Inventory Enhancement Suggestions

Suggestions Suggestions

Library Catalog Best Practices Book Inventory Best Practices
This version of the home page contains all the widgets in the public version, with the following additions:

1 Subscribed Threads i This widget displays a list of the support forum threads that your user is
currently subscribed to. This allows you to keep track of specific topics that are of interest.

1 Subscribed Articles i This widget displays a list of the knowledge base articles that your user is
currently subscribed to. This allows you to keep track of specific topics that are of interest.

Subscribed Threads ore posts)

Subscribed Articles

If you login to the system with a Customer account (one that has the role of customer, for example
chriscustomer), you will get the registered customer home page which is illustrated below:
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KronoDesk

# HomePage ¢ KnowledgeBase  # Forums

Popular Articles o

How to install the library catalog
onto r
Sunday,

Forums

Best practice

system

Suggestions

Wednesday, F
Commen error m
when using the b

Thursday. April 1, 2010 12:00:00 AM

£ Help Desk

Search

Library Catalog

Library Catalog Issues & Questions

Library Catalog Enhancement
Library Catalog Best Practices

See More Forums

Fill Out a Help Desk Ticket

If you cannot find an answer in our Knowledge Base or Support Forums, fill out a Help Desk Ticket.

-~
hriscust
Q chriscustomer

Ask a Question in the Forums

Search the ft to your question, or ask a question if you can't find the answer

Web Portal Forums

Web Portal Issues & Questions

Book Inventory
Forums

Book Inventory Issues & Questions Web Portal Enhancement
Book Inventory Enhancement Suggestions
Suggestions

Book Inventory Best Practices

A support engineer will respond to you shortly.

If you prefer the phone, MyCompany's support specialists are ready to assist you with your issue -

Recent Articles pore articies) ™

s and their causes

Recent Forum Posts (vore posts)

How do | backup and maintain the web portal system? Mor

How do | backup and maintain the book inventory system?  Friday, June 25,

1-800-555-1212 (toll free) or +1-212-555-1212 (outside US).

ay, July 19, 2010 12:00:00 AM

ay, July 17,2010 12:00:00 AM

uly 1, 2010 12:00:00 AM

2010 12:00:00 AM

This version of the home page contains all the widgets in the public version, with the following additions:

1 Support Overview i This widget includes all of the information in the other versions of the home
page, but it will also include links for creating a new help desk ticket.

1 Useful Links i This widget simply displays a list of useful links that have been provided by the

customer support agents.

1 My Open Tickets T This widget displays a list of all the open help desk tickets logged by your
user. The list is displayed in descending date-order. The list includes the name of the ticket, the
product it relates to, the status of the ticket and the customer support agent it is assigned to (if
any). Positioning the mouse over the title will display the full description of the ticket, together with
any notes from the customer support agent.

My Open Tickets (view am

ID Name
TK:2 Book title is always marked as 'deactivated".
TK:6 Database not backing up correctly
TK:10 Editing the date on a book is clunky
TK:14 Quote handling issues throughout
TK:18 The homepage hangs whilst loading
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Opener Status
Chris Customer Open
Chris Customer Assigned
Chris Customer Assigned
Chris Customer Assigned

Chris Customer Waiting on Development
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3.2. Employee Home Page

When you first access the system whilstlogged-i n as a customer support agenr
role such as ericemployee), it will display the employee home page illustrated below:

KFOHO esk # Home Page ¥ Knowledge Base = Forums E4 Help Desk Search Q T ericemployee -

Recent Updates ¢

flectra Offices Closed for US.

20,2017 50000 AM . .
My Assigned Tickets wiewan
Start Your Tech Side Hustle with

nflectra (-] Opener Product Last Updated Status.

ay, February 17, 2017 5:00:00 AM

TK:A Cathy P Customer Library Catalog System 02/01/2012 Open
Getting Smart With Inflectra
K6 not backing up correctly Chris Customer Book Inventory System 09/16/2011 Assigned
TK:S The book listi Cathy P Customer Baok Inventory System 09/04/2009 Assigned
TK:9 Cannot add a Carla T Customer Library Web Portal 05/29/2011 Assigned
TKAO  Editingthe d. Chris Customer Library Web Portal 09/18/2009 Assigned
TK:1  Editing Charles Customer Library Web Portal 11/15/2009 Assigned
TK:A8  The homepag Chris Customer Library Catalog System 05/15/2011 Waiting on Develapment
TK:19 o Charles Customer Library Catalog System 01/12/2012 Wiaiting on Development
Recent Forum Posts (an TK:20  User expectations from old client app Cathy P Customer Book Inventory System 01/17/2012 Waiting on Development
Subscribed Threads (an
Subscribed Articles
Unassigned Tickets (view an
m Name Oponor Praduct Croated Date
TK:2 Booktitle is always marked as ‘deactivated Chris Customer Library Catalog System 01/18/2012
TK:12 Doesn'tlet Cathy P Customer Library Web Portal 10/28/2010 v
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This dashboard is personalized to the current user and can also be customized by clicking on either the
AModi fy Layout/ Settingso or fAAdd |Items to Dashboar
following customer agent widgets:

1 My Assigned Tickets i This widget displays a grid containing the most recent open help desk
tickets that have been assigned to you. Each ticket is displayed along with the name of the
product it relates to, the customer who opened it, the date it was created, its current status, and
the date that it was last updated.

1 Unassigned Tickets i The widget displays a grid containing the most recent open help desk
tickets that are not currently assigned to any customer support agent. Each ticket is displayed
along with the name of the product it relates to, the customer who opened it, the date it was
created, its current status, and the date that it was last updated.

1 Recent Updates i If enabled by the administrator, this will display a list of recent news items
from the companyds website made avail abl eerby a
the title will display a popup tooltip containing the long description of the news item.

1 Recent Forum Posts 1 This widget displays a list of the most recent forum posts that have not
yet been answered. The list includes the name and date of the post, and positioning the mouse
over the title will display a popup tooltip containing the long description of the post.

1 Subscribed Threads i This widget displays a list of the support forum threads that your user is
currently subscribed to. This allows you to keep track of specific topics that are of interest.

1 Subscribed Articles i This widget displays a list of the knowledge base articles that your user is
currently subscribed to. This allows you to keep track of specific topics that are of interest.

Asanemployee or other internal user, you can click on
the view of a customer in case you want to see wha
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Krono )esk“ # Home Page ¥ Knowledge Base ® Forums 3 Help Desk Search Q T ericemployee ~

Recent Updates Support Overview

nflectra Offices Closed for US. Presidents’
Day Monday, February 20, 2017 5:00:00 AM

ding support is the foundation of our company, and w

vant your experience with our pr

edicate more than half our technical resources to support, and we

Start Your Tech Side Hustle with Inflectra Support a er work.

February 17, 2017 5:00:00 AM

Getting Smart With Inflectra

Search the Knowledge Base

Write With Inflectra: Tech Blogging Enter the ke
nternship

Friday, February 10, 2017 5:00:00 AM Q

Monday, February 13, 2017 51

ch for matching KB articles

ds or Knowledge Base 1D (e.g. kb23) in the text box beloy

Management Debt: The Costs of
Non-delivery and Non Or browse the knowledge base by category

Tuesday, February 7, 2017 5:00:00 AM

Ask a Question in the Forums

Search the forums for an answer to your question, or ask a question if you can't

Popular Articles imore rtictes) ®
find the answer
How toinstall the library catalog system

onto a server

10,2010 12:00:00 AM Library Catalog Book Inventory Web Portal Forums
Forums Forums Web Portal Issues & Questions

Sunday, Jan

Best practices when using the web portal
system Thursday, April 1, 2010 12:00:00 AM Library Catalog Issues & Questions Book Inventory Issues & Questions Web Portal Enhancement
Suggestions

How to upgrade your library catalog Library Catalog Enhancement Book Inventory Enhancement

3.3. Globhal Search

KronoDesk includes a global search bar that can be used to search across products and artifact types for
items that include the entered keywords in either the name or description field:

# Home Page Q¢ KnowledgeBase  # Forums  £4 Help Desk [ book ] Q

20 Search Results
All @ Threads B4 Tickets @ Articles

&4 TK8 - The book listing screen doesn't sort
When | click on the grid headings on the book listing screen, nothing happens
Saturday, September 5, 2009 12:00:00 AM

= TK13 - Validation on the edit book page
The edit book page keeps throwing validation errors even where form filled out correctly
Wednesday, February 1, 2012 12:00:00 AM

& TK28 - Validation on the edit book page
The edit book page keeps throwing validation errors even where form filled out correctly
Thursday, September 9, 2010 12:00:00 AM

ETK2 - Book title is always marked as 'deactivated.
When selecting the Book item, once entered in, the title field is disabled and cannot be changed.
‘Wednesday, January 18, 2012 11:48:00 AM

M TK9 - Cannot add a new book to the system

When | click on the button to add a book, enter the new information and click submit, | get a subscript out of range error
Monday, May 30, 2011 12:00:00 AM

You can narrow down the search results by clicking on the artifact filters to limit the returned results to just
forum threads, support tickets or knowledge base articles:
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3.4. Register for New Account
When you click on the hyperlink to register a new account, the system will display the following dialog:

You need to enter the following fields:
f LoginIDithe username that youdd |ike to use in th

1 Email Address i a valid email address that notifications will be sent to.
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