Service Desk
Hands-on Exercise
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Service Desk Overview
[

Service Desk (SD) is intended to provide a central or single point of contact to meet the communication
needs of users and IT employees with respect to some support issues (tickets). We divide users to end
users who are the actual users of the service and contacts who represent end users. We divide IT employ-
ees to admins who design and maintain service desks and technicians who use the service desks. Most
communications happen between contact and technicians with respect to tickets.

A support issue may be:
e asking a question
e reporting a problem
e requesting for a service
e suggesting a new feature
We refer to support issues as tickets.

A resource pool is a group of technicians allocated to specific areas of general or specific service. We may
refer to resource pools simply as pools.

Types of service desks

e Call center: A centralized office used for the purpose of receiving and transmitting a large volume
of requests by telephone.

e Contact center: A facility used by companies to manage all client contact using telephone, fax, let-
ter, e-mail and increasingly, online live chat.

o Help desk: An information and assistance resource that troubleshoots problems with computers or
similar products via a toll-free number, website, and e-mail.

We focus only on help desks.

Why Kaseya Service Desk?
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The Kaseya Service Desk (KSD):
e Keeps track of support issues & responses
e Coordinates all communications
e Provides templates for uniform response
e Provides automated notifications, escalations, and in some cases automated response
e Enables designing service desks based on the requests and resources

e Enables further customization and refinement of service desks based on gradual changes in the
requests and resources

Designing Service Desks

As a SD Admin, you are in charge of designing and refining service desks.
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General Guidelines
[

Simplicity: Make your life easy!

e SD should be designed as simple as possible, while satisfying the communication needs of users
and IT employees.

Efficiency: Get the biggest bang for your buck!

e SD should be designed so that the resources are best utilized while the response time meets the
designated deadlines.

To design a simplified and efficient desk:

e We must be fully aware of the needs of your users and based on that define the required ticket
properties, such as, states, priorities, categories, severities, resolutions, etc.

e We must define the ticket life cycle or the workflow of your desk using stages, transitions, and their
automated behavior.

e We must be fully aware of the skill set and experience of your resources to define their roles and
associate them to appropriate resource pools.

Background Story

Lately many users complained that the services requested were not completed on time or they never
received a response from the IT support staff. Management decided to organize the IT support requests at
FIU. To address this concern, they require a system to track the service requests from when a ticket is cre-
ated to the time it is resolved and completed.
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As the head technician, you have decided to use Kaseya Service Desk (KSD) to accomplish these tasks.
The Kaseya Service Desk module manages an organization’s response to support issues. A support issue
may be a question, a problem, a request for service, or a suggestion for a future enhancement.

Part 1

It is always a good practice to check your licenses for desks and users before starting with KSD. To do that
we need to go to System module and under License Manager Page we can check the number of licenses
available for Service Desk.

1. Go to System > License Manager.
2. Select the Licenses tab.

3. Check the Max Desks row to see how many desk have been used and what is the maximum num-
ber of desks that you can create
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Logon Hours fu-johndoe org 0 I
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- Now we are going to check the number of licenses for the users.
4. Go to System > License Manager.
5. Select the Role Type tab.
6. Check the Service Desk Admin row to see the maximum named licenses for SD Admins.

7. Check the Service Desk Technician row to see the maximum named licenses for SD technicians.
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L8 system

&® Kaseya
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4 Go to System module

Role Type
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Kaseya Service Desk Worl 5 Click on Role Type tab

Licenses Role‘Types
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© | Basic Machine. Basic Maching 10
ITCenterAdy IT Center Advanced Admin 20
L) User Settings
S8 Admin Service Biling Adminisirators 20
Preforences
Service Desk Admin Service Desk Administrators 20
Change Logon
L) 5yst0m Proforences _ Service Desk Technician Service Desk Technicians 20
Narming Policy
) User Securiy
Users
User Roles

Machine Roles
Scopes

Logon Hours

User History

) Orgs/Groups/Depts/Staff

Managg

setu{ 4.2 Go to License Manager
L) Server Ma

License Manager

Import Center
System Log
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b Customize
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S9S1349X

Site Customization

Local Settings
Live Connect

Part 2

You are going to define a desk using a desk template, instead of creating a service desk from scratch. You
can jump start by using desk templates provided. By choosing an appropriate service desk template, you
can learn about the best practices in managing tickets, while you still have the opportunity to customize
your desk to your needs. There are two ways to create a desk using templates. You can create a desk using
Desk Configuration > Desk Definition page or you can install a pre-configured desk using Templates > Desk
Templates pages.

- Create an ITIL Incident service desk named <USERNAME>_SD.

1. Open the Service Desk module.
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2. Go to Desk Configuration > Desk Definition

3. Click on New.

4. Click on the Use selected template radio button.

5. Select ITIL Incident from the Definition Template dropdown menu.

6. Type <USERNAME>_SD in the Name textbox.

Note: When creating a desk name avoid using spaces of special characters.

7. Type <FIRSTLASTNAME>’s ITIL Incident Management in the Description textbox.
8. Type <INITIALS>_SD in the Prefix textbox.

9. Select Fixed Width Tabbed from the Editing Template dropdown menu.

10. Select <USERNAME> from the Desk Administrator dropdown menu.

11. Select the Show Incident Notes Pane? Checkbox.

12. Select -- No Default Policy -- for Policy.

13. Select -- No Default Email -- for the Email field.

14. Click on Save.

1. Click on Service Desk|
module
Add Service Desk Definition EAl=1ES

- Service Desk Definitions determine how tickets are managed and
tracked. When created, tickets are populated with atiributes, values

o and requirements frem a service desk definition. To help you get
started quickly, new service desk definitions are created by copying

LT/CHCK on the Use selected template radio button ]

© Use selocted template ("5 Cick on Definition Template and Select TIL Incident ]
O Import tempiate from a file

6. Click on the Name text box and Type johndoe_SD ]
Definition Template*: |T|L Incident!

Name* [ %T/Type John Doe’s ITIL Incident Management Desk
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2. Click on Desk Description John Dog's ITIL Incident Management Désk

o 8. Type JD_SD in Prefix dropdown
Definition

Profie”. Jo_so
diting Template™: | Fixed Width Tabbed

11. Select the Show tncadenjm Acmintrater: | ohndos 9 'Seledt Fixad Widih Tabbed

) 2
< Defaut Service Desk Defintion? 45 Select —No Default Policy — from Policy dropdown menu
@ Show Incident Notes Pane?

Notes Pane? Checkbox.

I

Polcy. ~ No Defaut Poky Ulj select —No Default Email-from Email dropdown me!
Email == No Default Email - ~
Save Cancel

{14 Click on Save. |

-Create a ticket to test your newly made service desk.
15. Go to Operations>Tickets.
16. Select <USERNAME>_SD, is selected from the Service Desk dropdown box.
17. Click on New

18. Select New Ticket. A window for creating a new ticket pops up.
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> Kaseya o e

., 00:00:00 [_No Timer Running) I IR FISi4

= New= (g Go To [ }
rrT—— P Service Desk! johndoe_SD | v View: | .. No View - v = New P Edit @ Reset

17 Click on New Ticket e © | Viowng: 00 of ©

mMm? ~Ea

{) Service Desk

Status Stage Priority Severity

15. Go to Operations=>Tickets.

|5 Operations
Tickets
Organization Tickets

Tasks Associated With Tickets
Archived Tickets

Knowledge Base

Search All

15 Desk Configuration
Desk Definition || No Records Selected
15 Templates |
Desk Tempiates
Note Templates

Message Templates
|5 Gommon Gonfiguration
Global Setings
Role Preforences
User Preferences
Incorming Email and Alarm Settings
Procedure Variables
Policies
Coverage Schedules
Holidays
{5 Procedures Definition
Stage Eniry or Exit
Ticket Ghange

19. Type Print to PDF is not available in the Summary textbox.
20. Type Eli User in the Submitter Name text box.
21. Type johndoe@fiu-johndoe.edu in the Submitter’s Email textbox.

22. Click on the Save and Close button.

22. Click on Save and Close |

Greate a New Ticket EA=1IES

[ save and Ciose [l Save and New @ Cancel
General Notes Related ltoms

| Summary Information

Service Desk™: iohosor 501 19. Type Print to PDF is not available in the Summary textbox ]
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Summary*: Print to PDF is not available
Submitter Name: EliUser| Organization: sl
Submitter Emal: | johndoo@fiu-jobndoe.edu ﬁ;] Type Eli User in the Submitter Name text box ] [
Comacr e
21. Type johndoe@fiu-johndoe.edu
in the Submitter’s Email textbox. = Category No Gategory Selected
x SubCategory: ~2
Siaus: New
m Priory: Policy:
Urgency: RFC Created: No
(@) Problem Created: o Souree o
—
: " KB Article created: No
7] Description Aial BB 7 UIA A Y I E=E=@Z= = XX |

Note: The format of this form and the fields that appear on this form follow the Fixed Width Tabbed editing
template that you chose when you created this service desk.

-Set your Service Desk as the default desk.
23. Go to Desk Configuration>Desk Definition.
24. Select the radio button next to <USERNAME>_SD

25. Click on the Set Default button.
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;’ Kaseya Kaseya Service Desk Workshop | 25. Click on the Set Default button. Zeen -~ m e = l

‘You have 3 unread messages | johndoe | Logoff

m [:B ? & o New P Edit [b Rename < Delete [v] Set Defaut: (& import [ Export
Customer_SD_Automatio | v 100 v

)| service Besk Default  Prefix 1D Description Editing Template  Definition Templ... ~Require|

Customer Servicel¢ Customer Service

24 Select the radio button next to <USERNAME>_SD I o

Customer Servicel¢ Customer Service

|5 Operations ™

Tickets |@ JD_SD  johndoe_SD John Doe's ITIL Insident Management Desk Fixed_Width_Tabbe ITIL Incident

Organizatin Tickels
Tasks Associated Wih Tickets
Archived Tickets W )
Knowk

SEWE; Go to Desk Configuration=Desk Deﬁnman]’

15 Desk Gonfig] ion

KB KnowledgeBase Knowledge Base Articles Knowledge Base Ar ITIL KnowledgeBas

Desk Defiiion | Status Priority Catagory Sevarity Resolution Custom Fields | Tas) o)
15 Templates |

Desk Tempiates M [ 4 new 2 Frory

Note Templates Defaut D Description

Message Templates

5 Common Gonfiguration
Global Settings. 1 High
Role Preforences |

Critcal

Low
User Preferences |

Incorming Email and Alarm Settings || Medum
Procedure Variables Planning
Policies

Coverage Schedules

Holidays

{5 Procedures Definition
Stage Eniry or Exit
Ticket Ghange

Part 3

Now you want to learn more about the service desk properties and their default selections so that you can
customize them to your needs. Based on the needs of your users, the types of requests, and their expecta-
tion of your service, you should define appropriate values for your ticket properties. Reviewing the differ-
ent statuses that were defined in the ITIL Incident desk, you realize that you need the New, In Progress,
Waiting for User Feedback, and Closed statuses, but as you do not see any need for the Denied by User
status; therefore, you decide to delete this status to simplify your desk.

-Add New, In Progress, Waiting for User Feedback and Closed to your desk status, and then delete
Denied by User status.

1. Go to Desk Configuration >Desk Definition.

(7]
(]
.
(&)
S
()
X
11]
c
Q
"2
©
c
©
X
4
(7]
(0]
(]
o
9
-
(]
7))

2. Select the <USERNAME>_SD desk.

3. Go to the Properties>Status tab.

4. Select the radio button next to Denied by User.
5. Click on Delete button.

6. Click on Yes.
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H/Z, Select the radio butfon next to <USERNAME>_SD ]

1. Go to Desk
Configuration=Desk 3. Go to the Properties=>Status tab.
Definition.

| E—

5. Click on Delete

4. Select the radio button next to
Denied by User.

Delete 3

2

Avre you sure you want o delete this ftem?

Yeg No

6. Click on Yes

Now looking at the Categories tab, you realized that Printer is missing from Hardware Error; the Sales
Related sub-category in Service Request is irrelevant to your desk; the Request new PC sub-category
should not be under the Service Request category; a category for Purchase with Request for Quote and
Request for Purchase sub-categories is missing PantherSoft, the student management software used at
FIU, is missing from the sub-categories of Software Error.

-Add Printer as a sub-category for the Hardware Error category.
7. Under Properties tab click on Categories.
8. Select the radio button next to Hardware Error.
9. Click on Edit.

10. Type Printer in the Sub Category textbox.
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11. Click on the Add Sub Category button.

12. Click on the Save button.

S9S1349X

Change Category 73%

= Update the description for a category. Categories are defined for each
[i ] senvice desk definttion and enable you to classify the type of service
request

Parent D" johndoe_SD

ror

[ 10. Type Printer in the Sub Category textbox B

swcaowy. [P Ewy Click on Add Sub Categt
Add Sub Category
Sub Categories: e
Sound 0
s i
Printer v
8. Select the radio
button next to Delata Sub Gatogory

Hardware Error.

Save Cancel
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- Delete Sales Related and Request new PC from the sub-categories of the Service Request category.
13. Select the radio button next to Service Request category.
14. Click on the Edit button.
15. Select the Sales Related sub-category in the Sub-Categories list box.
16. Click on the Delete Sub Category button.
17. Select the Request new PC sub-category in the Sub Categories list box.
18. Click on the Delete Sub Category button.

19. Click on the Save button.

Change Category BEE

Update the description for a category. C
[i] service desk definition and enable you to
requested.

ategories are defined for sach
classify the type of service

Parent 10" johndoe_SD
Name*: Senvice Request

Description

Sub Categery:
15. Select Sale Related and Request
SubCategories: |~ > new PC sub-category

Requ e O
14. Click on Edit Request new PC e
Sales Related +

Delete Sub Category
13. Select the radio button 16. Click on Delete Sub Category
next to Service Request

Save Cancel

-19 Click on Save

- Add Purchase as a new category with Request for Quote and Request for Purchase as its sub-catego-
ries.
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20. Click on the New button

21. Type Purchase in the Name textbox.

22. Type Request for Quote in the Sub Category textbox.
23. Click on the Add Sub Category button.

24. Type Request for Purchase in the Sub Category textbox.
25. Click on the Add Sub Category button.

26. Click on the Save button.
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Add Category QIEIES

= Define an identffier and description for a category. Categories are defined
@  for cach service desk definion and enable you to classiy the type of
service requested.

21. Type Purchase in Name textbox ]
Parent ID*: jehndoe_SD

[22 Type Request for Purchase and Request for QuitlﬂE

Sub Catogory 24. Click on Add Sub Category
20. Click on New bufton Add Sub Cafegory

Sub Categories Request for Quate
Request for Purchase

Delete Sub Category

26. Click on Save

Save Cancel

- Add PantherSoft as a sub-category for the Software Error category.
27. Select the Software Error category
28. Click on the Edit button.
29. Type PantherSoft in the Sub Category textbox.
30. Click on the Add Sub Category button.

31. Click on the Save button.
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Ghange Category BIEIE

+ Update the description for a category. Categories are defined for each
[ ] service desk definition and enable you to classify the type of service.
requested

Parent D" johndoe_SD

[ 33. Type PantherSoft in Sub Caregurytexlboij are Errer

S9S1349X

Sub Category’ PantherSoft

Add Sub Category

Sub Catogorics FRCUSOTC Wi g
Mozilla Firefg 34. Click on the Add Sub category.
= Skype .
32 Click on the Edit Pa—

Delete Sub Category

31 Select the radio button next to Software
Error category

Save Cancel

(35 Cion sove)

- Continuing your review of the custom fields, you cannot think of any use for the ChangeRequest and
ProblemRecord custom fields. So you delete these fields.

32. Select the radio button next to ChangeRequest.
33. Click on Delete button.
34. Select the radio button next to ProblemRecord.

35. Click on Delete button.
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.’ Kaseya Kaseya Service Desk Workshop
4 00:00:00 You have 3 unread messages | johndoe | Loooff
m [B 2 I,A_. = New P Edit <[> Rename K Delete [v] Set Defautt (& import [ Export

< | Customer_SD_automatio | v | (3] 100 |v

() sorvicn Desk Defaut  Prefix 1D Description Ediling Template  Definition Templ... Require

@ JD_SD  jehndoe_SD John Doe's ITIL Incident Management Desk Fixed_Width_Tabbe ITIL Incident

L Operations
Tickets || selecte: 1 | Viewing: 14 of ¢

Organization Tickets

Properiies Processin g A
Tasks Associated With Tickets
Archived Tickets Status Priority Catogory Soverity Rosolution Custom Fiolds Taci 4,
Knowledge Base
5 Custo Fiekls
Search Al o Hew 4+ ¥
£ [ . Fisid Format Dispiay Ord
) Desk Configuration i 38 Click on Delete iold Format ispiay Order
Desk Defintion ©) Urgency List 1.00
H Templates ©_ ChangeRequest RFC Created List 200 |
Desk Templates ProblomRecord Problem Created List 300 ]
Note Templates

© | source Source. List 4.00
Message Templates

) Commaon Gonfiguration
Global Setiings
Role: Preferences

© KB_Adicle KB Article created List 500

37. Select the radio button next to ChangeRequesf and
ProblemRecord.

User Preferences
Incoming Email and Alarm Setings
Procedure Variables

Policies

Coverage Schedules

Holidays

L) Procedures Definition

Stage Entry of Exit

Ticket Change.

Ticket Request De-Dup

Ticket Request Mapping

e

Part 4

Now that you have adjusted the service desk properties to your liking, you want to learn more about the
service desk processing and its automation settings so that you can customize them to your needs. The
sequence of stages is user-defined. It depends on the policies defined by your organization and your judg-
ment. To review the stages and their transitions, you can go to Processing >View tab.

1. Go to Desk Configuration >Desk Definition.
2. Go to the Processing>View tab

Kaseya Kaseya Service Desk Workshop
R R SR - o et 1 e € ot o st Dt (et St D) (| S
* ¢ | Customer_SD_Automatio v | (7] | 100 |v

) servics oesk Defaunt | Prefix | D Description Edtng Tempiate | Defintion Teml.. Requre Tme | Dispiay Macnin... | Requrg
DD johndos_SD John Dos's ITIL Incident Menagement Desk  Fxed_Wicth_Tabbe ITIL Incident

You have 3 unrasd mesaages | jonndos | Lopatt

T ST 5 .
Tickets | Selected: | Viewing: 14 of 4
‘Organization Tickets — —
Tacks Associted WA Tkets
poemees T S| Assoctated Plicies
Kendedon bose
Seen
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Tioket Request Mapping
Goal

Escalation
‘Sub-Procedures

Note: simplicity is the key to success. The simpler your desk, the easier is its management. So, if you really
do not need a stage, you should remove it from your desk.

- You notice that you do not need the Rejected stage; you can simply merge this stage to the Closed stage
and reflect the way the ticket was resolved using the Resolution property. However you notice that the
ticket going to the Solved Stage may be reopened; therefore, you need to allow tickets in this stage to be
able to go to the Tier2 stage too. Moreover, based on the volume of the tickets that you have been receiv-
ing in the past, and your estimated projection of the future tickets, your resolution goal time, and the number
of individuals in your support team and their expertise, you realize that Specialist is not yet necessary for
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your desk as it just makes things unnecessarily more complex.
-Delete rejected and Specialist stages.
1. Go to Service Desk > Desk Definition.
2. Select <USERNAME>_SD desk.
Click on the Processing tab.
Click on the Stage tab.
Select the Rejected stage from the list of stages.
Click on Delete.
Click on Yes.

Select the Specialist stage.

© © N oo o »~

Click on Delete.

2 g
<4 Kaseya Service Desk Workshop il m chasil I
&
4 00:00:00 You have 3 unread messages | johndoe | Logoft
m [:B ? tﬁ o New P Edi 2]b Rename K Delete [w] Set Defaut: (& import (4 Export

10. Click on Yes.
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Customer_sD_Automatio| v [ 100 |+
{) Service Desk Defaut  Prefix 1D Description Edting Template  Defintion Templ... Require
. O JD_SD johndoe_SD John Dos's ITIL Incident Management Desk Fixod_Width_Tabbe ITIL Incident
5 Operations €
Tickets Selected: 1 | Viewing: 1-4 of 4
Organization Tickets T —
Tasks Associated With Tickets
Arehived Tikets View Skege Associsled Policies
Knowledge Base w7 6. Click on Stage tab
Search All o
5 Desk Gonfiguration o.. 0 [8. Clickon Delete. Siage... InitProcedure  ExitProcedure | Escalation Proc... Goal Procedure
Desk Defniion Closed cer full resoved, End  Incident enters Clos Closed Goal
) Tempiat
[ Tempites dontifiod Deteot and Record the Ir Bagh  Incidant enters Iden Stage escalated  Identfied Goal
Desk Temphates
Noto Tomplatos Rejected The incident was refecte: Middle  Incident enters Reje Solved Goal
Meszage Termizies ﬁ\Se\ect the radio button next to rejected. ]Mmme Incident enters Solv Solution unconfirme.
5 Common Configuration
Global Settings Specialist Specialst (Tier3) suppor Middle  Incident enters Spe Stage escalated  Specialist Goal
Role Preferences 10. Select the radio button next to Specialist ]ﬂa Incident enters Tier Stage escalated  Tier! Goal
x User Preferences
Incoming Emailand Arm Softngs| Tier2 Tier2 support required. Middle  Incident enters Tier Stage escalated  Tier2 Goal
(] Procedure Variables
- Policies
o Coverage Schedules
— Holidays
m |5 Procedures Definition
Stage Entry or Ext
® kot Chargo
m Ticket Request De-Dup
Ticket Request Mapping -
Goal i

Note: Before removing a stage from your desk workflow, we suggest studying the settings of the stage and
how the other stages may be dependent on this one, so that you can appropriately adjust the remaining
stages.

-Connect Identified stage to Closed stage and connect the Solved stage to Tier2.
11. Select the Identified stage.
12. Click on Edit.
13. Hold the Cirl key and click on the Closed stage in the stage list box.

14. Click on Save.
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Edit Stage 2)ax
= Update the description and stage type for a stage. Stages represent the M

typical ife cycle of a service desk response to a ticket. At least one stage
is defined as a Begin stage and at least one stage is defined as an End
stage. There are usually several Middle stages. The sequence of stages
is user-defined. It depends on the policies defined by the service
organization and the judgements of individual administrators using the
system.

+ Select procedures that run, or are scheduled to run, based on when a

[i ] ticket {ransitions to this stage.

+ AStage Inifalzation procedure runs when a ticket transitions o this
stage.

- An Escalation procedure runs afler a specified time period, usualy to
escalate a ticket to another lovel of Service. The time period s measured
from the tine a ticke transitions 1o this stage.

- A Goal prosedure runs after a spediiod time period, usually 1o record
whether or not  goal was met. The time period is measured from the
time a ticket trans ions to this stage.

General Info Procedures
14 Click on Edit

Name*: Identified
Description: Detect and Record the Incident
13. Select the radio button Stage Type* Begin ~
next to Identified
Geal Procedure: Jjohndoe_SD.|dentified Goal ~7
Goal Time: 1
Soal Time Units rour 15. Click on Closed stage.
To Stage: Closed O
Solved )
Tierl v
Save Cancel
——

15. Select the Solved stage on the lower right pane.
16. Click on Edit.
17. Hold the Ctrl key and click on the Tier2 stage in the To Stage list box.

18. Click on Save.

Edit Stage BIEIES
= Update the description and stage type for a stage. Stages represent the M
typical fe cycle of a service desk response to a ticket. At least one stage |
is defined as a Begin stage and at least one stage is defined as an End
stage. There are usually several Middle stages. The sequence of stages
is user-defined. It depends on the poiicies defined by the service
organization and the judgements of individual administrators using the

m.

+ Select procedures that run, or are scheduled o run, based on when a

[} ticket transitions to this stage.

« AStage Initalization procedure runs when a ticket trans tions to this
stage.

- An Escalation procedure runs after a specified time period, usuall to
escalate a ticket (0 another level of service. The time pericd is measured
from the time a ticket transitions to this stage.

= A Goal procedure runs after a specffied time period, usually to record
whether or not a goal was met. The tie period is measured from the
time a ticket transitions to this stage.

General Info Procedures
16. Click on Edit

Name*: Solved

Description: Solution is appled

Stage Type” Middie: v
next to Solved.
Goal Time: ° 17. Click on Closed and
Goal Time Urits; Tier2 stages =

To Stage: Closed
Tier1
Tier2

oS

18. Click on Save ]

Save Cancel
—

Part 5

Based on the availability of your team members and the type and urgency of tickets that you may receive,
you need to define a default policy for your service desk that reflects the coverage hours of operation, holi-
days, and the method of contact. Your team works on week days, 8 to 4 pm ET. No work on Christmas Day
(Dec 25", New Year Jan 1%, and US Independence Day (July 4""). Method of contact is email and phone.
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14 Chapter 14 — Service Desk Hands-On Exercises Sadjadi et al.

-Define the hours and days of the year a service desk is open to respond to service requests using Cover-
age Schedules. This includes hours of coverage to standard holidays.

1.
2.

o &~ v

10.
11.
12.
13.

Go to Common Configuration> Coverage Schedules.

Click on New.

Type DefaultWorkingHours-<USERNAME> in the Name textbox.

Type Default working hours for <FIRSTLASTNAME?>’s service desk in the Description textbox.

Click on Save.

Add Hours Covered 23)%

+ Hours Covered speciies t
i i

r'y ope
Sermibon Entera| 3 Type DefaultWorkingHours-johndoe in Name textbox

he hours and days of the week a service desk
ice requests. An Hours Covered record is

Name': DefaultworkingHours-johndoe:

Description Defaut working heurs for John Dee's service desk

4.Type Default working hours for johndoe's service desk in Description textbox

1. Go to Coverage Schedule page’ Sayve. Cancel

! 5. Click on Save

Select the Standard Hours tab on the upper right pane.

Click on New on the upper right pane.

Select M:F from the Days Covered dropdown box.

Select the Use These Hours radio button.

Type 8:00:00 am in the Begin Hour textbox.

Type 4:00:00 pm in the End Hour textbox.

Select (UTC-05:00) Eastern Time (US & Canada) from the Time Zone dropdown box.

Click on Save.
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6. Select the Standard Hours tab

[ Add Hours Govered Detail 2|3

L\t] 1 Select 8:00:00 am from the list ]

+ Each Hours Covarod Detal rocord dofings diforent hours covorad for
aforent days in the woek, Monday through Friday, weekends, an

©  inawioual days of the week, o holidays. Holiday hours ars spocfied using
the Holday tabs. Hours arc entared in wholo hours using a 24-hour

[8 Select M:F from the Days Covered dropdown me@

Days Covered MF -

No Cs o
9. Select the Use These Hours radio button. | o %" 10. Click on Begin Hour
24 Hour Coverage nu and
¥ Use These Hours select 8:00:00 am

Begin Hour: 8:00:00 am v

End Hour: £00:00 pm =

Time Zone*:

mesene 11. Click on End Hour dropdown menu and
select 4:00:00 pm

Save Cancel

-Set the hours for weekends and holidays.
14. Under Standard Hours tab Click on New.
15. Select Weekends from the Days Covered dropdown box.
16. Select the No Coverage radio button.
17. Select (UTC-05:00) Eastern Time (US & Canada) from the Time Zone dropdown box.

18. Click on Save.

14. Click on New.

Add Hours Covered Detail 73/

Q Add Holiday
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= Each Hours Govered Detal record defines different hours covered for
diferent days i the week, Monday through Friday, weekends, and

©®  individual days of the wek, or holidays. Holiday hours are specflied using
the Holiday tabs. Hours are entered in whole hours using a 24-hour
format

15.Select Weekend from the Days
Covered dropdown menu.
Name": DefaultWor
Days Covered”. Weekends v

Hours Covered® @) No Coverage

16. Select the No Coverage radio button. ]

Time Zone: (UTC-05:00) Easterp Time (US & Canada) ~

17.Select (UTC-05:00) Eastern Time (US & Canada) from the
Time Zone dropdown box.

18. Click on Save

save Cancel

19. Click on New again.
20. Select Default Holidays from the Days Covered dropdown box.
21. Select the No Coverage radio button.

22. Select (UTC-05:00) Eastern Time (US & Canada) from the Time Zone dropdown box.
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23. Click on Save.

Add Hours Covered Detail EA=1IES

Q Add Holiday

- Each Hours Covered Deta record defines different hours covered for
different days in the week, Monday through Friday, weekends, ang

©  inowioual days of the week, or holidays. Holiiay hours are specilied using
the Holigay tabs. Hours are entered in whole hours using a 24-hour
format, N
20.Select Default Holidays from
the Days Covered dropdown menu.
Name Defautitor
Days Covered": Default Holidays =
Hours Covered™ @) No Cowerage

ﬁiﬂ\ Select the No Coverage radio bunon.]

Time Zone®: (UTC-05:00) Easterp Time (US & Canada) v

22 Select (UTC-05:00) Eastern Time (US & Canada) from the
Time Zone dropdown box.

Save Cancel

-Define Holidays.
24. Go to Common Configuration > Holidays.
25. Click on New.
26. Type Independence Day in the Description textbox.
27. Choose 04-Jul-12 in the Date textbox.

28. Click on Save.
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Add Hours Covered Detail BEIE

S9S1349X

Q Add Holiday

= Each Hours Covered Detail record defines different hours covered for

@  individual days of the week, or holidays. Holiday hours are specified using
the Holiday tabs. Hours are entered in whole hours using a 24-hour

20.Select Default Holidays from

Name"
Days Covered",

Hours Covered.

Time Zone*:

the Days Covered dropdown menu
DefautWor

Defaut Holdays v

(@ o Coverage

21. Select the No Coverage radio button ]

(UTG-05:00) Easterp Time (US & Canada) =

22 Select (UTC-05:00) Eastern Time (US & Canada) from the

Time Zone dropdown box.

Save Cancel

29. Click on New.

30. Type Christmas Day in the Description textbox.

31. Choose 25-Dec-12 in the Date textbox.
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32. Click on Save.

Add Holiday 73%

R s
for the. m‘ﬁg/aﬂ Type Christmas Day in the Descripfion textbox ]

Description* Chrigtmas Day

Date" 25.Dec-12 [

31. Choose 25-Dec-12 in the Date textbox ]

Save Cancel

/1
32 Click on Save

33. Click on New.

34. Type New Year’s Day in the Description textbox.
35. Choose 07-Jan-13 in the Date textbox.

36. Click on Save.

Add Holiday BEIE
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@ - Enerad " heldaw Dafina bos "
for the, ""“LVM.Type New Year’s Day in the Description textbox ]

Description” New Year's Day

Date*. ot-Jan-13| O

35. Choose 01-Jan-2013 in the Date texlbox.]

Save Cancel

s
36. Click on Save

-Define policies regulating how a service desk can be contacted and link the policy to the service desk.
37. Go to Common Configuration > Policies.
38. Click on New.
39. Type Default SLA-<USERNAME=>in the ID textbox.

40. Type Default SLA for <FIRSTLASTNAME>’s desk in the Description textbox.
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41. Choose DefaultWorkingHours-<USERNAME>from the Policy Hours dropdown box.
42. Check Contact by Email?

43. Check Contact by Phone?

44. Check Time Measured Against Coverage?

45. Click on Save.

38. Click on New

Add Policy EAI=1IES

= APolioy reguiates how a service desk can be used, including when it
o may be contacted, the method of contact used, the reseurces avaiable

and other

Policies ’“Eﬂleia Type Default_SLA_johndoe in the ID textbox
T

D otaull sy 41.1 Select DefaultWorkingHours-johndoe from the Policy ]

Hours dropdown box

ption: Defauh SLA fj_I/
42. Check Contact by Email?
licy Hours*: DefaultWorkingHours-jonndos ~

™ Contact by Email?
™ Contact by Phone? ‘ 43. Check Contact by Phone?

37. Go to Common -
- [ Contact by IM?
Configuration > Policies -
[} Access to Knowledge Base?

Time Measured Against Coverage?

44 Check Time Measured Against Covemge7]

Save Cancel

g
45_ Click on Save

46. Go to Desk Configuration > Desk Definition.

47. Choose your service desk on the upper right pane.
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48. Click on Edit.
49. Select the Standard Field Defaults tab.

50. Choose Default SLA-<USERNAME>from the Policy dropdown box.

S9S1349X

51. Click on Save.

Edit Service Desk Definition Q=

General Info Standard Field Defaul Procaduras
abCHckon £ 2. \When created, “Ek@ Select the Standard Field Defauits tab.
fror

m

requirements and options for tickets based on this service desk defintion

+ Select the default values for standard fields for a ticket created based on
this service desk definition.
48. Select johndoe_SD + Select procedures that run or are scheduled to run when a ticket is
[i] created based on this service desk definition.

+ ANofification Procedure runs each time a ticket is changed. Typically
natification procedures notify the owner, assignee or submiter that a
ticket has boen updatod

+ AGoal Prossdure runs after a specified time period, usually 1o record

whether or not a goal was met. The time period is measured from the time
aticket is croated

LﬁGO to Desk Configuration > Desk Definition. ]

Status: Naw v
Priority: Medium v
Category: v
Saverity: One:

. 50.Choose Default_SLA-johndoe from thg
Resolution —
Policy: Default_SLA-johndoe v
Email v

Save Cancel
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Part 6

It has come to your attention that email notifications have not been received by members of your team
when the new ticket was created by you. Also the end user with the print PDF issue, has informed you that
the content of the notifications is too generic, it does not reflect anything about your team at FIU, and he
wonders if he replies to that email, how it will be link to the original ticket. To have a better understanding of
the situation with regards to the status of email notifications, you visit the System > Outbound Email page
to review the notification emails sent for the ticket that you created.

-Review outbound Emails.
1. Go to System > Outbound Emails.
2. Click on the Log tab on the right pane.
3. Find the two emails sent out with <INITIALS>_SD000001 included in the subject line.
4. Double click on the first one.

5. Observe that the To field is set to enter.review.team.email@yourcompany.com, which is not a real
email address and obviously would need to be replaced with your review team email.

6. Click on Cancel.

2. Click on the Log tab

1. Go to System
4. Double click on the first Log.

View 73%

"

Tor |nr‘mr review.team email@yourcompany.com |

Subject: Incident JD_SD000001 created - Print to PDF is not avaik

Body Arial BIR: W

t: JD_SDO00001
rint to PDF is not available

LI‘I/Z Go to Server Management > Outbound Emails.
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6. Click on Cancel.
Cancal

7. Double click on the second email.

8. Observe that this email is signed by Len User, which is the submitter of the email, the recipient of
this email too, and considered as a member of Your support department! So, there are two is-
sues with this notification: you do not want the email to be signed by the by the submitter and you
do want to make the reference to your team more specific. Finally, ~ticid should be added to the
Subject.
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Double click on the Second Log

view QeI
Subject Incident JO_SDO00D1 created - Frint o PDF & ot avaiable
Sea Aral IB 7 U|A oA Y-
< v

This is an automated response, please do not reply to this
message.
We have received your email and will respond as soon as
possible.

Incident: JO_SD000001
Subject: Print to PDF is not available
Status:

Description

8. Click on Cancel

Status. Time Error

Cancel

- Now you need to review the message templates to find the templates used for these two notifications.
Take a quick look at the Entry procedure for the Incident stage of your desk.

9. Open Service Desk module

10. Go to Templates > Message Templates.

K

4+ 00:00:00 | No Timer Running| ‘You have 2 unread messages | johndoe | Logoff
£at o[ Rename 3K Delete G Refresn

AR Go to Service Deck
20 10 Service UesK i property variabl v (5] 100 v | Selestss D Al Ticket Property Variables &
D Descripton Lsts al ikt property variables

{) service besk Description

;. Kaseya Kaseya Service Desk Workshop
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(@ Al Ticket Property Variabl Lists all ticket property vaif |~ Subject AllTicket Property Variables
CS Assignee Change Ema Notifies assignee has ass| | 10
= Operations - = £ mal KaseyaServere
ikets €5 Customer Email Ackno Customer Email Acknowie} oo [=Email KaseyaServer=]
. Bogy:
Organization Tickets GS Customar Emai Ticket Notifies customer that tick| The folowing ticket property variables ¢an be included in message
Tasks Associated With Tickets €S Customer Feedback R Noifies Assignee or Pool templates and notes.
"‘(‘m”":a: T‘D:“S 5 Customer Notification ¢ Motifies submiter ticket as| ou can akso include procedure variables in message templates and
nowledge Base = and =
CS Customer Ticket Updat Customer notification of ti otes by enclosing the procedure variable in [~ and =]. Example
Search Al [=xyz=]
x 5 Desk Configuration CS Note Added to Ticket  Notification of New Notes.
€5 Ticket Assignment Not Holification sent to Assign| [SARotess] - Dispiays he entre nistory of
Albistes:
CS Ticket Created Notifica Notifies Assignee of Pool &l hidden and non-hidden notes.
- [SAIPublicholess] - Displays the entire
€S Ticket Re-opened By C Ticket Re-opensd by custl_ AlPubichiotes: Hatory of Ronmgden sotes
0 Wessage Tempiates €S Ticket Reminder Reminds Assignes or Poo Archive Flag [SArchiveFlags]
— Assignee: [sassignees]
m S Common Configuration CS Ticket Solved Notificati Notifiss Customer Ticket h
Global Settings 3 €5 Waiting for Customer F Notifies Customer Additor| Category: [SCategoryS]
(1] o Prefarances New Ticket {3Changess] -Dplays a summary of
User Preferences Changes: Changes as plain text, including any newy
7 e s |7 164 Str f oS et o i
Procedurs Variables Problem Record Created  Holifies Problem Wanager} [SChangesASHIMS] - Displays 2 summary
Changesasttm: of changes in HTIL, including any newly
Folicies Request for RFC Agprova Requests Change Manage| added note
Coverage Schedules Request Subrmitter Accep! Requests submitter sccep) CiosedDateTime: [SClosedDateTimes]
Holi CreateDateT) SCreateDateTimes]
oloays Ticket Assigned to Assign Hoifies assignee is assiol resiEhateTime: [SCreateDateTimes]
2 Procedures Defintion Description [sDescriptions]
Ticket Assignedto Fool  ofifies pool s assigned .
Slags Entry o Ext o P o EatngUsertiane: [SEcingUsellemes]  The user who st
Ticket Changed Hotifies ticket has been cf
Tieket Change ¢ EscalationDateTime: [SEs calationDateTimes]
Ticket Request De-Bup Ticke! Closed Hotifies submitter ticket ha EscalatonLeve [SEscalationLeves]
Ticket Reques! Wapping Ticket Created Notiies ticket has been cr| GoalDateTime: [SGoalDateTimes]
Goal - LastEgtDateTime: [SLastEatDateTimes]

oo BN TR N RRERTIYY — m L lachine: Sliachics)

- You observe that there are so many messages templates; examining all of them may take a long time. So,
you decide to go to the Entry procedure of the Incident stage.

11. Go to Procedure Definition > Stage Entry or Exit.
12. Navigate to <USERNAME>_SD folder.

13. Click on Incident entered Identified.

14. Click on Edit Procedure.

15. Click on the Send an email to [FEmail_Tier1Support=].
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-You see that the Ticket Created message template was used, the procedure variable Email_Tier1Support
was used for the To field, and Email_KaseyaServer for the From field.

16. Click on the Send an email to [=Submitter_EmailAddress=].

-You see that the Ticket Creation Acknowledgement message template was used, the procedure variable
Email_Tier1Support was used for the To field, and Email_KaseyaServer for the From field.

17. Click on Cancel.

14. Click on Edit Procedure
12. Navigate to johndoe_SD folder.

FB. Select Incident entered Identified procedure

Incident enters Identified 73/

NewStep  NewIF Copy Delete Proceduro Propertios. =
3 ([ incigent enters Igentiied Enter a message template. Any other fields of this
= Execute the procedure ITIL Sub-procedures.Auto Assign Category and SubCategory step will override the values in the message

template.
B Execute the pr pl

= Sets Pool to Tier
B Sends the messay

edure ITIl_Sub-nrocedures Calculate Priori

15. Click on the Send an email to [=Email_Tier1Support=].

nTar the address emails used as the sender.

B Send an emailto [=Email_TieriSupport=]. [=Emai_Kaseyasorer]
B Send an emailto [$SubmitterEmallAddressS]

B Sets the escalatien time to 15 Minutes using Coverage Schedule To: Separate mukiple email addresses with

[=Emai_Tier{Support=]

LIB Go to Procedure Definition > Stage Entry or Exit. CC: Separate multiple emal adgresses with
commas:

BCC: Separate multiple email addresses with
commas:

17. Click on Cancel

Saveand Close, save Save As Cancel

- Set the value of the following procedure variables as [=SupportSignature=] should be set to “FIU Sup-
port Team” [FEmail_KaseyaServer=] should be set to <YOURSUPPORTEMAIL> [=Email_Tier1Sup-
port=] should be set to a comma separated email list of your team members in tier1.

18. Go to Templates > Message Template.

19. Select the Ticket Creation Acknowledgement message template from the list in the right pane.

20. Click on Edit.
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21. In the Subject append - ~ticid=‘[$Ticketld$]’.
22. In the editor for the body of the message, replace [$Submitter Name$] with “Sincerely,”

23. Click on Save.
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Edit Message Template 2)3)x

- Define a page layout for emals sent from a service desk o emall recipients, or displayed as message boxes on
managed machines. These lemplates are selected when you specfly an email be sent or message be sent
within a service desk precedure.

@ - Variaok information is expressed using [Svariablenames] rotation. Variables names awvays bagin wi $ and
end with a S]. Types of variables avaiable o you include! [STicketidS], [SSummaryS], [SDescriptions],
) , ieDateTimes], [SClosecDaieTimes], [SMachines],
[SMachineGroups], [SOrganizations], [SAssignees], [SPoalS], [SStatuss], [SStages], [SPricrityS], [SSeverityS],
[SSolutionTypeS], [CategoryS].

D" Ticket Creation -
21. Type - ~ticid="[$Ticketld$]’
Desc Notfies submitter ticket has baen or
Subject: ent [STicketldS] created - [SSummary$] - ~igi=[STicketldS]
18.Go to Templates | o [SSubmiterEmailAddrosss]
essage
Templale. From: [=Email_KaseyaServer=]

Body & Expand [_Arial BB ZUIAAIA &=
€ ) >
This is an automated response, please do not reply to this message.
We have received your email and will respond as soon as possible.
Incident: [STicketldS] o/
sia{ 2. Click here and Type Sincerely,
o and click on Save
D
Sincerely,

[=Supportsignature=]

Save Cancel

N

23 Click on Save

@ Select Ticket Creation Acknowledgement

-Now you need to correct the Values of Some Procedure Variables.
24. Go to Common Configuration > Procedure Variables.
25. Select the SupportSignature variable from the list on the right pane.
26. Click on Edit
27. Type FIU Support Team in the Value text box.
28. Click on Save.
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26. Click on Edit

Edit Variable 73/

S9S1349X

» Update a variable's description and value. The set determines where the
@  variablecan be used in the VSA. You can define two variables wih the
same name, providing they are assigned different sets. Variable values
cannot be changed dynamically within a procedure.

[ 27 Type FIU Support Team in the Value textbox
at

ure

Description: Used in Email notiications
Set Al v
Vale: FIU Support Team

24 Go to Common
Configuration > Procedure

Variables
25. Click on SupportSignature
28 Click on Save

Save Cancel

29. Select the Email_KaseyaServer variable from the list on the right pane.
30. Click on Edit

31. Type <YOURSUPPORTEMAIL>in the Value text box.

32. Click on Save.
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30. Click on Edit

29. Select the
Email_KaseyaServ

ervariable from the Edit Variable UIEE
list -

= Update a variable's description and value. The set determines where the
@  veriable can be used in the VSA You can define two variables wi the
same name, providing they are assigned different sets. Variable values
cannot be changed dynamically within a procedure.

3 Emai_KaseyaServer

Description Email sender address used when sending service desk emails

set Al >
Value: support-iohndoe@ive com

31. Type support-johndoe@live.com in the Value text box

Save Cancel

/1
32. Click on Save.

33. Select the Email_Tier1Support variable from the list on the right pane.

- You observe that the value of this variable is set using yet another procedure variable, namely, Email_Re-
viewTeam. You decide to change that variable instead.

34. Select the Email_ReviewTeamvariable from the list on the right pane.

35. Click on Edit

36. Type ted-johndoe@fiu-johndoe.edu, tia-johndoe@fiu-johndoe.edu, tim-johndoe@fiu-johndoe.
edu, tod-johndoe@fiu-johndoe.edu, tom-johndoe@fiu-johndoe.edu, tru-johndoe@fiu-john-

doe.edu in the Value text box.

37. Click on Save.
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LS Select the radio button next to Email_ReviewTeam variable

Edit Variable 2 alx
36.Type the following emails

= Update a variable’s description af -
o variable can be used in the vSa. | ted-johndoe@fiu-johndoe.edu,

same rame, providng they are altja_iohndoe@fiu-johndoe.edu,
cannot be changed dynamically tlm—JDhndoe@fiUflohndoe edu,
tod-johndoe@fiu-johndoe.edu,
Emai ReviewTeam  |44m_johndoe@fiu-johndoe.edu,
Description: Notifies Review Team | tru-johndoe@fiu-johndoe.edu
and click on Save

ID*

Set” Al

Value: ted-johndoe@fiu-johndoe.2dutia-johndoe@fu-johndoe edutim-johnds

Save Cancel

N
37. Click on Save
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-To verify your changes, you should submit a test ticket to see whether the changes that you have made to
the message templates and procedures variables actually work the way you intended.

38. Go to Operations > Tickets.
39. Click on New

40. Click on New Ticket.

= ) KServer - Operational o [ERA Soo- S EA
S® Kaseya  Kesern SanicaDask ularishop

P TIMRCEEIITn|  vou have 2 unread messages | johndoe | Locort
m 03 ? P 8 /ST [ G To [ View [4F Edit € Deiete S Mark- [ [ Ticket~

4 How Ticket L Service Desk: | jonndoe_SD ~ View: | —No View — v delew gPEdi S@Reset

= Aq = ~ || sekctea: 1 | Viewng: 141 of 1
{) service desk + 40. Click on New Ticket I ‘ ¢
- — Sws  Stage  Prety  Severty
20 38. Go to Operations > Tickets. |Wig§¥ 10_s0000001 Printto PDF is not available New dentified  Low one user (Lt
= ope
Ticléfs

Organization Tickets.
Tasks Associated With Tickets
Archived Tickets

Knowledge Base
Search All
= Desk Configuration
Desk Definion Genera Notes
= Templates
Desk Templates Description.
Nots Templates.
Message Templates.
= Common Configuration
Global Setiings
Role Preferences
User Preferences
Incoming Email and Alarm Settings
Procedure Variables
Policies
Coverage Schedules
Holidays
= Procedures Defintion
Stage Entry or Extt
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal

https://viab kaseya.net/vsaPres/Web20/core/KHome aspxfirstin=TrueBReferringWebWindowld=744c3bbb-0abd-4aed-a771

41. Type Testing the changes to message templates and procedure variables. In the Summary text
box.

42. Click on Save and Close.
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42_Click on Save and Close }

Create a New Tickst 23)%

[B save and Close [l Save and New @) Cancel

General Notes Rolated ltoms

+| Summary Information

S9S1349X

Service Desk” iehndos.S0 41. Type Testing the changes to message templates and procedure variables
Summary*: Testing the changes to message templatss and procadurs variables

Submitter Name: johndoe Organization: R
Submitter Email johndoe@fiu-johndos.edu Phone Number: ¥

Contact Email

‘gﬂrk Performed (| v Category Ne Cal
n
SubCategory: v
Status:
Poli
Priority: o
Source: cal
Urgency:
KB Article created:  No
Description “Anal BB 7 UIA A 2| =:= 0 |[i=]m = = L X e

- Review the Outbound Emails.
43. Go to System > Outbound Emails.

44. Click on the Log tab on the right pane.
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45. Find the two emails sent out with <INITIALS>_ SD000002 included in the subject line.
46. Double click on the first one.

47. Observe that the To field is set to ted-johndoe@fiu-johndoe.edu, tia-johndoe@fiu-johndoe.edu,
tim-johndoe@fiu-johndoe.edu, tod-johndoe@fiu-johndoe.edu, tom-johndoe@fiu-johndoe.
edu, tru-johndoe@fiu-johndoe.edu.

48. Click on Cancel.

46. Double click on the first Log
o e
. -
® - vewEmal
Subject Incident JD_SD000002 created - Testing the changes to. ‘n
Body: Arial B I Ul m
— “r N
Incident: JD_SD0O00002
Summary: Testing the changes to message - —
;xw:te; and procedure variables o
Priority: [ -
432 Go to System > Outbound Emails. Submitter: johndoe q’
Description. b x
Please take action as soon as possible. m
c
Q
Cancal w
©
c
T
49. Double click on the second email. I
-Observe ~ticid in the Subject and Sincerely, FIU Support Team 7))
(]
50. Click on Cancel. o
(0]
O
2
(]
LI/AQ Double click on the second Log w
View EA=1IE3

® . ViewEmai

To" Iohndoe@fiu-johndoe. ety

Subject Incident JO_SDDODOD2 creatod - Testing the changes to mes

Body, Arial B 1 oul|A
[ ] D
This is an automated response, please do not reply to this
message.
We have received your emal and willrespond as soon as
possible

Incident: JD_SD0G0002
Subject: Tesfing the changes to message templates and
procedure variables

Status

Description:

Sincerely
FIU Support Team

50. Click on Cancel.
Cancel
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Part 7

Incoming Emails, Alarm Settings, and their linked service desk procedures determine how email requests
are processed into tickets, what service desks they belong to, and whether ticket requests are canceled. An
email reader acts as a communication hub between end user and your support team. It supports both POP3
and IMAP. It can receive plain or HTML formatted email, with or without attachments, and adds the contents
to the ticketing system. RTF formatted emails are not supported.

Now that your service desk has gone through its initial set up, you would like to reduce your team’s work-
load by automatically creating tickets from emails sent by the end users. Also, any follow up emails, replying
to the ticket creation acknowledgement should not create a new ticket. It should just be added as a note

to the original email. Setup a POP3 or IMAP support email account to receive request from the end users.
Then set up your VSA to read the request emails and create tickets correspondingly. Lastly, make sure any
follow-up email would not create a new ticket.

-Setup your Email Reader.

1. Go to Common Configuration > Incoming Email and Alarm Settings.
Select the Readers tab
Click on New.

Type EmailReader-<USERNAME> in the ID text box.

o & 0N

Type the POP3/IMAP server address (e.g., pop3.live.com for live accounts) in the Host Name text
box.

6. Type the port number (e.g., 995 for live with SSL) for your POP3/IMAP server in the Port Number
text box.

7. Type your email address in the Login ID text box.

8. Type your email account password in the Password text box.

9. Type your email address in the Reply Email Address text box.

10. Select the Use SSL? Checkbox, if your email server requires it.

11. Select <USERNAME>_SD.Incident De-Duplication for Receipt Dup.
12. Select <USERNAME>_SD.Incident Mapping for Receipt Map.

13. Select POP3 or IMAP for Transport protocol.

14. Click on Save.
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1. Go to Service Desk
2. Select the Readers tab

Add Email Account EAIES

= Specify an email account to periodically pol. Email messages retrieved
@  fomtoser

procedures & 4 Tyne EmailReader-johndoe in Name

retrieved from)|
o L;Type pop3.live.com in Port Name ]
support-johndos
Host Name?: pop3.ivelcom LI/G Type 995 in Port Number textbox ]
Port Number*: 295
[8 Type Start1234 in Password Iextkf'xjw 8 supportjohndos@lve.com
assWord® | e ﬁType Support-johndoe@live.com

Reply Email support-johndoe@live.com ‘
2. Go to Common Configuration > Incoming 10. Click on Use SSL? ﬁET S rt-johnd I
Email and Alarm Settings. Yoo Support johndoe@iive.com
Use 88L7 11.Select johndoe_SD.incident De-Duplication ]
™ Process HTML centent in et

Receist gt o idans DE_LILjSe\ed johndoe_SD.Incident Mappmg]
Receipt Map: iehndeg S0 Incident Mappitg e

Transport” POP3

[ 13.Select POP3 from Transport texlbgﬁ

‘ save Cancal

P N —
14 Click on Save

- Set the attributes of a ticket request.
15. Go to Procedure Definition > Ticket Request Mapping.
16. Navigate to <USERNAME>_SD folder.
17. Select Incident Mapping.
18. Click on Edit.
19. Select the Set ServiceDesk to <USERNAME>_SD step.
20. Make sure that <USERNAME>_SD is entered in the right pane.
21. Click on Save.

22. Click on Save and Close.
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18. Click on Edit

16. Navigate to johndoe_SD folder.
N
Incident Mapping (™ 7 “Sglact Incident Mapping. 2ol

NewsStep  NewIF Copy Procedure Properties. =

= [ incident Mapping Comments:

1 Set ServiceDosk to johndos_SD

19. Select the Set ServiceDesk to Incident step.

Step Type: Assigns a property of the new ticket
Assign Ticket Property i

Stap Options
The name of the property to assign

20. Type johndoe_SD in the lextbﬁjk

Johndos_SD|

[ centinue on fail

Save and Close Save Save As G

15. Go to Ticket
Request Mapping.

22 Click on Save and Close
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- Now you need to make sure that the newly created email reader works as you intended.
23. Go to your email account
24. Compose a new email.
25. Type the email reader account address in the To field
26. Type some meaningful text in the Subject and Body of your email.

27. Send your email.

£7 Wind Live"  Hotmail f61 (0) SkyDrive | MSN = John Doer
Click on Send profile | sign out
Hotmail Seffd Savedraft Richtecv | ¥ L Cancel Options

Inbox (6) johndoe-fiu@live.com » Show Cc & Bec

« Folders (7o) support-johndoe@live.com # x

Junk

orafts Subject: || Testing email reader

Insart: (] Attachments 3 Office docs =] Photos From Bing ~ Emoticons
= A

Sent
Deleted Tahoma v 10w B r U

New folder

Hi,
s Quick views
Documents
Flagged John Doe|
Photos

Shipping updates

New category

This is a test.

4 Messenger

You're signed In to
Messenger. To change
‘your status, cick your
name in the upper right
coer,

Keep me sgned in | Sign U
aut o Messenger

Search contacts

Sign out of Messenger

Home
Contacts

- You can manually force the email reader to check the email readers.

w
)
2
Q
o
O
®
]
T
L
)
3
Qo
77
o
=]
L

28. Go to Common Configuration > Incoming Email and Alarm Settings.

29. Click on the Connect Now.

= g
.' Kaseya Kaseya Service Desk Workshop e - il l

o 00:00:00 You have 1 unread message | johndoe | Logoff

S9S1349X

General Roaders

mm? ~Ea

& Edt [ connect Now

) service Dosk Polliniervaf 29 Click on Connect Now
Last Poll Titwe:

Current Reader:

5 Operations
" Current Host:
Tickets sl
Organization Tickets arm Reques!
Tasks Associated With Tickets Ticket Request Map
Procedure:

Archived Tickets
Knewledge Base
Search Al

L) Desk Configuration
Desk Definition

Ticket Request De-
Dup Procedure;

Defaul: Service
Desk

L) Templates

Desk Templates
Note Templates.
Message Templates
b5 Common Configuration
Global Seftings !

Role. Pm'Lf{B Go to Common Configuration > Incoming Email and Alarm Settings.

User Pref

Incoming Era and Alarm Stings |
Procedure Variables
Policies

Coverage Schedules
Hoiidays

) Procedures Definiion
Stage Entry or Exit
Ticket Change.

Ticket Request De-Dup
Ticket Request Mapping
Goal

Escalation v
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-Verify the Submission of the Ticket Creation Acknowledgement.
30. Go to Operations > Tickets.
31. Find your newly created ticket and double click on it.
32. Review the content of the ticket

33. Click on Cancel.

31. Double click on the ficket
30. Go to Operations > Tickets.

Edit Ticket JD_SD00D003 BIEIES
<|Previous | > |Next [l save [l Save and Ciose [l Save and New (] Copy tickst ¢ Edit @ Cancal
Ganeral Notes Rolated ltams
= | Summary Information
Senvice Desk johndoe_SD Ticket Number. JD_SD000003
Summary”. Testing email reader
Submitter Name: | John Doe Organization; il
Submitter Email johndoe-fu@iive.com Phone Number. L
Contact Emait
Greated 11:53:45 PM May 27, 2012 (1 minutes ago) Last Edit 11:53:45 PM May 27, 2012 (1 minutes ago)
Escalation: 8:15:00 AM May 28, 2012 (B hours and 20 minutes remaining  Closed:
Work Performed = - Catsgory Kaseya
;:ms SubCategory’ ~
Prory Policy’ Default_SLAjohndoe
Stage: Source: call
Urgency:
KB Article created:  No
€ : |

-To check if the ticket creation acknowledgement was sent out.
34. Go to System > Outbound Emails.
35. Click on the Log tab on the right pane. Fig. 6.9
36. Find the notification emails with subject including your ticket number.

37. Review the contents of the acknowledgement email.
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38. Go to your email account and verify the receipt of the ticket creation acknowledgement email.

= = =1
£7Windows Live” Hotmail (6) Messenger (0) SkyDrive | MSN = John Doer
profile | sign out
Hotmail New | Reply Replyall Forward | Delete Junk Sweep Y Markas™ Moveto ¥ Categories | i 2 options ¥ @
- - - AdChoice:
(O, Incident JD_SD000003 created - Testing email reader [ sack to messeges | 4 ¢ (RN 212
P ]
. Folders ~ticid="'JD_SD000003' s
Junk support-johndoe@live.com 11:55 PM
Drafts To johndoe-fiu@live.com Reply[¥
Sent
Deletad From: support-johndoe@live.com ()
New folder Sent: Sun 5/27/12 11:55 PM
To:  johndoe-fiu@live.com
4 Quick views
Documents i This message looks suspicious to our SmartScreen filters.
Flagged
Photos This is an automated response, please do not reply to this message.
Shipping updates We have received your email and will respond as soon as possible.
New category
Incident: JD_SD000003
l4 Messenger Subject: Testing email reader
Status: New
You're sgned in 1o Description:
Heserce: Tocharce e
your satus, cick your "
name in the upper right u
corner. s
Keep me signed in | sign This is a test.
out of Messenger
John Doe k. 7
Search contacts
Sincerely, i e
Sign out of Messenger FIU Support Team
Home e -~
Contacts e Doni_Donbeall_Eomyand Doloto_Jusl Cwoon ¥ horl ac ¥ Movoto ¥ Cotacorinc x PN 3 b
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-Now Send a Follow-Up Email.
39. Go to your email account.
40. Find the ticket creation acknowledgement email for your newly created ticket.
41. Note that ~ticid is included in the subject.
42. Reply to that email.
43. Go to Operations > Tickets.
44. Find the ticket that was automatically created by the email reader.
45. Double click on the ticket.
46. Click on the Notes tab.
47. Notice that the contents of the reply email is added as a note to the original email.

48. Click on Cancel.

41.2 Go to Service Desk
45 Double click on the ticket
42. Go to Operations > Tickets

Edit Ticket JD_SD000003 B=IES

<|Previous [>|Next [l Save [l Save and Close [l Save and New [] Copy ticket g Edit @ Cancel
Ganaral qes Ralated Itams
tosolution
46. Click on the Notes tab.
ol

Resolutien Description,

=

Time User  Task  Mi. MNote Hid{ |

11:58:35 pm 05127/ System Reply from John Doe
Did | forget to mention that this was just a test email ;)

Cheers!
115345 pm 0S/27/; System Hi,

2]
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Part 8

You noticed that tickets created by end users using Live Connect or Access Portal are not received in your
newly created service desk. You realized that you have not yet activated your service desk. Now that you
are confident about your service desk to work properly as you intended, it is time to activate it so that all the
tickets created by end users, Monitors, and Alarms go to your desk.

1. Open Service Desk
2. Go to Common Configuration > Global Settings.

Click on the Edit button on the right pane.

»ow

Select the check box next to the Activate Service Desk?
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5. Click on Save.
6. Go to Common Configuration > Incoming Email and Alarm Settings.

7. Make sure that the Enable button on the top of the right pane is grayed out, meaning that is se-
lected.

3. Click on the Edit.

Service Desk Activation B

@ - /otivate or Doactivate Service Desk and edit the color confguration
across al service desks

Activate Service Desk?
4. Select the check box next to the Activate Service Desk?

Private Notes Color:

System Notes Color

LT/GO to Common Coenfiguration > Global Settings. | Task notes Color:

Hidden Task Notes Colo

BRI

Nermal Notes Calor:

quc Cancel
5. Click on Save

| Wiy

Note: Step 7 is required only for the on-premise KServers.

Part 9

Now that your desk is created and activated, it is time to create machine users. To be able to create ma-
chine users you first need to deploy agents to the machines being used by the users. Next, you can ask the
machine users to enter their profile information; alternatively, you can do this on their behalf.
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1. Go to Install Agents > Deploy Agents

2. Click on Create Package

3. Click on Existing Group dropdown menu.
4. Select FIU-johndoe.mr.

5. Click on Next.
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.‘ Kaseya Kaseya Service Desk Workshop
& 00:00:00 You have 3 unread messages | johndce | Logofl
View: [ < No View > 18] . @R

Machine 1D Q Apply Machine Group: | < All Groups >

Goto:|_< Select Page > 13) < > snow [ 10 6 machines

ug 2- Click on Create Package . ...19 kaseya netid asp7id=62561963

TWR?~Ea

 Make agent installation easy by sending the above link via email, IM, or pest it on your

|5 Machine Status Create Package ) o e
Agent Staus .
Agent Logs Manually create a machine ID for a single machine with the Create function.

LogHi St inti
event] 1. GO to Install Agents > Deploy. Agems} Description
Configure Automatic Account Creation
1 Install Agen
Depioy Agents Specify naming rules for new accounts automatically created with this install {  2- Click on Next
Create
Dekete Create an agent installer package to load an agent on any managed machine that checks intoyour == gk (Nexiss)
Rename VSA. Agenis installed with the package created by this wizard automatically create a new VSA —

account the first time they check in. Use this wizard to define naming convention for the

Change Group machine ID (Step 1), group ID (Step 2), install silently (Step 3), specify account to copy setting

5 LAN Discovery from (Step 4), and append an administrator credential the agent installer uses if the currently
LAN Watch logged en user does not have rights te install the agent.
Install Agents
View LAN Specify how the machine ID is assigned
View AD Computers 1 O Prompt User - asks user to enter Machine 1D
View AD Users ® Computer Name - the computer name
View vPro (O User Name - the user's logon name
|3 Configure Agents OFixed Name-[ |
“:"::;‘:ﬂ‘l: 3_Click on Existing Group dropdown menu
St Specify how the group T & assignea

b

@ Existing Group - [ unnamed.roet %

xz:;i;:mw | © Domain Name - the users domain name
Edit Profile I O New Group -
Portal Access O Prompt User - asks user to enter Group 1D
Set Credential

| Upgrade Version 1l

Update Agent

6. Type DefaultPackage-<USERNAME>in Package Name textbox.
7. Type Default Package for <FIRSTNAME> <LASTNAME> in Package Description textbox.

8. Click on Save.

;' Kaseya Kaseya Service Desk Workshop Sreen = m ES =

‘You have 3 unread messages | johndoe | Logoff

View: [ < No View > 4] Aedi. RBRe

= Machine D: | Machine Grou
E]:] EE ? N @ Q Apply P! | < All Groups >
Goto:|_< Select Page > [+ < /(> | show [ 10 & machines

Users can download agents from hitps:/saas12 kaseya.net/dl. ?2id=62581963
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eommao Make agent installation easy by sending the above link via email, IM, or post it on your
5 Machine Staus ~ (Creme package ) »5°€.50 Y by 9 y
Agont Status 8ano Download Agent
AgentLogs Name the install package. 9. Click on Save
Log History
Event Log Settings - (<t (SOl
Gxbad) (s B
15 Install Agents -
e _) Select agent type. [ windows =] :
Create |
>< Delete |
m Rename () Securely bind administrator credentials to the install package? |
- Change Group |
o |5 LAN Discovery Administrator Credential |
LAN Watch —_— . . . - . - |
— eal Usemame: Successful installation may require Administrator rights. Fill in the ||
m nstall Agenis credential form to securely bind administrator rights ||
View LAN Password: to the install package. Users with minimal rights can then install |
‘D View AD Computers the Agent. If the administrator credential is left blank and the user ||
View AD Users Confimm:| | does not have rights to install software, the installer prompts fer an ||
(7)) vewubro credential I
|2 Configure Agents Demain: |
Copy Settings |
|
Import Export Name the install package. Give this package a name and short description so |
Suspend 7 you will remember this copfiouration wix it - |
Agent Menu 7.1 Type DefaullPackage—johndne] |
Werking Directery L Package Name I
Edt Profii DefauliPackage-johndoe |
Portal Access o 8. Type Default Package for John Doe ]
Set Cradential Package
b5 Upgrade Version i Default Package for John Doe ¥~
Updats Agent

9. Remotely login to DC machine.

10. Login to VSA and Click on DefaultPackage-johndoe.
11. Click on DefaultPackage-johndoe link.

12. Click on Save

13. Open KcsSetup file.

14. Run the Setup file.

- Now that we have successfully installed agent on DC machine, we need to change a registry key value in
order to have the Kaseya icon showing in the tray
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15. Click on Run in the start menu of the windows.
16. Type Regedit in the Open textbox.
17. Click on OK.

18. Navigate to My Computer > HKEY LOCAL_MACHINE> SOFTWARE > Microsoft > Windows >
CurrentVersion > Run.

19. Double Click on Kaseya value.
20. Append - remote at the end and click on OK.
21. Close out of the Registry Editor.

Kaseya Service Desk Workshop 4-18-12 to 4-19-12 E| [(Jumpto... BIO)

ITA Portal sd418 Deva Access to Virtual Lab

resolution: | _default

3] color depth: 16 % Refresh | minutes: s 04:59:09

Network Diagram | Data Sheet | Connection Info | Domain Contrller (dc) | Workstation 1 (ws1) | Guest 1 (guesti) | PC 1 (pct) | Laptop 1 (laptop1)

:‘) £~ Download Agent - Windows Internet Explorer M=

Morila Fircfox @ )% [ €] hiipfsass12 kaseya.netdl asprid=35565725 S &[4[ [ e search £

£, Registry Editor 19 [=]

Fle Edi Yiew Favortes Help

-0 ro257% a] [ Hame [ype [ Data rools - @
{0 Hints (28] (Default) REG_SZ (value ot set) =
- Dnstaller | [a 000... REG_SZ "C\Program Files|Kaseyaik S4A5C 000000000000 |
Q0 roternet | [ab]uware Tooks REG_SZ CHProgram Filest¥Mwarelyware ToolsiiMuwareT
L0 PO | [a8) hware User Fro... REG_SZ CAProgram Files|VMware|UMware TooliWMnarell
{1 ModuleL
4 wspos Edit String
Ms
{1 OptimalL Value name:
{1 photoPn |KaSHK5AASCO0000000000000
{1 policies
21 Propert, Value data
{0 Resetup [\Frogram Fies'Kasepa K3 AASCO0000000000000K allsi Tk, eve | remotd
{1 Reinstall
£ Reliabilt Cancel
i LIRS

| el |

My Comp _LOCAL_MACHINE\SOF TWARE\Microsoftiwindows|Currentversion|Run 7
[T [ [@mternet [5 - [®100% -

distat| | & | & Downiosd Ageni: - windo... || g Registry Editor

-Repeate the privous steps until you install agents on all of the machines.

- To improve communication, you want to make sure that end users have updated their profile; therefore,
you ask them to double click on the Kaseya agent icon in their system tray bar and update their profile. Eli,
Ena, Eve, Evy, and Ewa are the end users of ws1, dc, guest1, pc1, and laptop1, respectively.

22. While remotely logged into the DC machine double click on the Kaseya Agent.
23. Type ena-johndoe in the Username textbox

24. Type Start1234 in the Passwork textbox.

25. Type Start1234 in the Confirm Password textbox.

26. Click on Apply.

27. Click on Ok.
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Kaseya Service Desk Workshop 4-18-12 to 4-19-12 | (umpro.. 2O}

ITA Portal sd418 Deva Access to Virtual Lab

resolution: | default %) color depth: 16 + Refresh | minutes: s 04:45:50

Network Diagram = Data Sheet = Connection Info

o

File

(ws1) | Guest 1 (guest1) | PC 1 (pc1) | Laptop 1 (laptopt)

hndoe - Windows Internet Explorer

] e L TLiveCormect i 71532 FI[ & ][4 [x 5 tive search £

b Vew Favortes Tooks  Hefp

Favorkes & de.mr fio-johndoe | |

Machine Info: de.mr.fiu-ishndoe LonOff Help « %

Current User: ena-johndoe
Domain: FIU (domain controller)
) Operating System: 2003
Version: Server Enterprise Edition Service Pack 2 Build
L- RAM: 2047MB
cpU: (1)ntel@ xeon® CPU ES643 ® 2.53

Change Lagon || Change Prafile
*: Home _— -

- Agent Data T prr
[ Audit Information PEEEWDMJ P2 Snajonncee Ln
tZIS/Type Start1234 in new Password]

Username: ens-johndoe

New Password; | sssssseses HZ/G Type Start1234 in Confirm Password ]

Confirm | ssssssssss

Password 27_ Click on Apply
] apply 23. Double click on the Kaseya Agent

istare| | @ || @ denr.fiu-jobndoe - ... | "l <z

28. Go to Configure Agents > Edit Profiles.

29. Type Ena User in the Contact Name textbox.

30. Type ena-johndoe@fiu-johndoe.edu in Contact Email textbox.
31. Type 111-111-1111 in Contact Phone.

32. Select DC machine.

33. Click on Update.

(4 Kaseya Kaseya Service Desk Workshop

You have 3 unread messages | johndoe | Logoff
m m ? & Maching ID: 'Q Apply | Machine Group: | < All Groups > View: | < No View > %) AEdt.. BRe
: = = 33_Click on Update
Goto:|_< Select Page > |4 < /(> | show [ 100 1%) 11 machin

Notes: (Updhte) (Clear) (Clear Note)

= M“;:”ls;‘:'s M | [29. Type Ena User Contact Name 31.Type 111-111-1111 in Contact Phone
ont Status |
Agent Logs | Contéct Name Contact Email Contalt Phone Admin Email
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|

Log History
Event Log Setiings Select All - Machine.Group ID Assign Contact Name Contact Phone Machine Role
51 Install Agents Unselect Al Language Preferer Email

30. Type ena-jochndoe@fiu-johndoe.edu F

Deploy Agents
crea g defautt_mac.base.
Delete  English

Notes:
Rerame g defaull_windows bas...
Change Group - English
=1 LAN Discovery Notes:

LAN Watch [ Nel)] de.mr.fiujohndoe v Eraye 111-111-1111 default
Install Agenis English johndoe. edu |
View LAN Neted 32 Select DC machine o |
View AD Computers YUEST T-grIu-Onmou::: 11111111 i
WView AD Users © 03 English v = default
johndoe. edu |
View vPro Notes: |
7 Confloure Agents © wg l2piop.cec ijonn... v [Crasen A1 o |
Copy Setings Enel johndoe. edu e I
Import Export . |
v | Notes: I
vepecd johndoe = A1
ngert 28. Go to Configure Agents > Edit Profiles P e evy-i il EE default |
Wor T o johndoe. edu |
lotes:
St BTG : . Eli User i
Portal Access € (g ws?.scis fivjohndoe v olidi - 111111111 default |
Set Credential Englah iohndoe. edu
=1 Upgrade Version Notes:

Update Agent

-Repeat the steps from 21 - 32 untill you add Contact information for each of the machines.
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Part 10

Now that have identified the types of your SD users, it is time to clearly define their access to the VSA
functions, tickets, and ticket fields. Also, you need to further divide your SD Techs to different support
tiers to better utilize their skill sets.
For each of the four SD Users type, you need to clearly define their VSA function access.

1. Click on the Role dropdown box.

2. Select the SD Admin role.

3. Click on the Service Desk module listed in the left pane.

4. Observe that SD admin can only access the Service Desk module.

" Kaseya Kaseya Service Desk Workshop Sofomn

-You would like your SD Admins to be able to have full access to all the functions in your VSA. To grant
Master or System access to SD Admins, follow the below steps:

1. Click on the Role Dropdown menu |2 messages| johndos | Logoft
o New~ (g GoTo [ View (4 Edit 9 Delete (2 Mark~ ([} and select SD Admin
B ServiceDesk | jonndos_SD ~ W No Viow VT o New ZPEdt SFReset
[ sl o=5T000003 ~ (3100 v | Selected: 1 | Viewing: 13 of 3
I Summary Status Stage Priority Severity  Cal W
{[) sorvics osk v 54 @ JD_SDC0003 Testing email reader New Identiied  Medium  One user (L Kas} m
53 ) | JD_SD000002 Testing the changes to message templates and procedure variables  New Identified  Medium  One user (L Kas} w
-—
@ o JD_SD000001 Print to PDF is not available New Identified Low One user (L Kas} U
><
General Nots m
Description: Hi
This s afest c
ohn Doe o
1
——

5. Click on the Role dropdown box.

6. Select the System role (or the Master role for on-premise users).

7. Go to System > User Roles.

8. Select the SD Admin user role in the middle pane.

9. Click on the Role Type tab in the right pane.

10. Click on the Assign Role Type button.

11. Select the ITCenterAdv role type (or VSA Admin role type for on-premise users).

12. Click on Save.
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5. Select the System role

6. Click on Service Desk
9. Click on the Role Type tab
10. Click on the Assign Role

ﬁS\Se\ect the radio button next to SD Admm]

Assign a role type B

© - ~ddaroletype to the selected role.
7. Click on User Roles
Assign roletypeto SO Admin
role:

Type To Add" TCenterAdy
::[_ﬁ Select the ITCenferAdv role type

Save Cancel

- Verify Changes to SD Admin.
13. Click on the Role dropdown box.
14. Select the SD Admin role type.
15. Click on the Access Rights tab on the left side of the Role Type tab.
16. Make sure that all the modules are included in the list.
17. Click on the System menu item in the left pane.

18. Make sure that all the modules are included in the list.
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;’ Kaseya Kaseya Service Desk Workshop _ ot hid =° "0 = Sreen =

14 Select the SD Admin role type. b unreas messages | johndoe | Logor

= New (£] Gopy Permissions [y Rename ‘3K Delete

Contactjohndoe. 1 5) 00 |~ Mambars Aegss Rights Rola Type
4 systom Role 15. Click on Access Rights tab

Contact-johndoe

S9S1349X

Expand Al Golapss Al
3 Ao @ sDAdmin
SD-Technician-johndoe =39S0 Admin
8 Agent Procedures System Agent
#  Agent Procedures
(] Audit @ Audit
& Info Center
2 e @ Live Connect
= & Monitor

5]

Patch Management
Policy Management

®

[ Patch Management

@ Quick View
{4 Policy Management @ Remote Control

@ Service Desk
%> Remote Control @ system

@ Ticketing

{[) service Desk

®

Time Tracking

% System

() Tickting

0 Time Tracking

| S oo | Vovg 4 o 4

- Check the functions a SD technician has access to.
19. Click on the Role dropdown box.

20. Select the SD-Technician-<USERNAME?> role.
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21. Click on the Service Desk module listed in the left pane.

22. Observe SD technician can only access the Service Desk module

> - o e e AR e T
(S Kaseya Kaseya Service Desk Workshop o= echnigian echnician l

[ 16. Select the SD-Technician-johndoe role. |read messages | johndee | Logoff

o New~ (@ GoTo [
Search: £ ServiceDesk: - No Service Desl v View: No View v okNew ZPEdit SgReset

~ 100 |~ 0 00 of O
@ Service Desk | Selected: | Viewing: of
D Summary Status Stage Priory  Severy  Ca

{[) service Desk

No recc found.
17. Click on System module

- You would like your SD technicians to be able to have access to most of the functions in your VSA. To
grant access to different VSA modules to SD technicians, follow the below steps:

23. Click on the Role dropdown box.

24. Select the System role (or the Master role for on-premise users).

25. Go to System > User Roles.

26. Select the SD-Technician-<USERNAME> user role in the middle pane.
27. Click on the Role Type tab in the right pane.

28. Click on the Assign Role Type button.

29. Select the ITCenterAdv role type (or the VSA Admin role type for on-premise users).
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30. Click on Save.

19. Select the System role

22. Click on the Role Type tab
23. Click on Assgin

[J; Select SD-Technician-johndoe | 2%

© - ddarok type to the solected role.

20.2 Click on User Roles
Assign role typeto SD-Technician-johndoe:
role:

Type To Add™ ITCenterAdv.
s
SET_E Select the ITCenterAdvrole type

Service Desk Admin

Save Cancel

25. Click on Save.
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Unlike SD Admins who should be able to access all the VSA functions, you do not want your SD technicians
to access System and Ticketing functions.

31. Go to System > User Roles.

32. Select the SD-Technician-<USERNAME> user role in the middle pane.

33. Click on the Access Rights tab in the right pane.

34. Click on the Set Role Access Rights button.

35. Uncheck the Ticketing and most of the System functions, except for System > User Settings.

36. Click OK.

33. Click on the Access Rights tab

34. Click on Set Role Access Rights
32. Select SD-Technician-johndoe

Set Role Access Rights BRI
(=143 SD-Technician-johndoe
@@ agont
@ ® Agent Procedures

@9 Audit
31_Click on User Roﬂes:] @™ info Conter
el M

Live Connect

@™ Monitor

@@ Patch Management

@@ Policy Management

@™ Quickview

@™ Remoto Control

@ ¥ Service Desk

2V systom
v

User Settings
] System Preferences

] UserSocurity
Orgs/Groups/Depts/Staff
Server Management

Customize

w0 v
() Ticketing
@™ Time Tracking

oK Cancel
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- To verify that your SD technician can access the VSA functions that you intended, follow the below steps:

37. Click on the Role dropdown box.

S9S1349X

38. Select the SD-Technician-<USERNAME> role type.
39. Click on the Info Center menu item in the left pane.

40. Make sure that all the modules that you intended are included in the list; Note that Ticketing is not
included.

38. Select SD-Technician-johnode  ad messages| johndoe | Logoff
mm ? e o New [ Forward [ Reply 3 Delete $2)Read [3]Unread G Refresh
H [ . (] M

528201245836 AM | v 100 v | Received 11:58:36 pm 27-May-12

" Kaseya Kaseya Service Desk Workshop = m%- _ l

4, Info Conpy From | Subject  Recei From: Servics Desk
30 Click on Tnfo Centar | £2  ServiceD Theproced 11:5636F | Subject: The procedure Incident is Changed failed to execute for ticket JD_SDOC
E bo_ireePresNoteProcedures_List procedure Incid
& Agent Sorvico D Inciont JD. 115345 | Message o brcessing sbo_leePresNoiaProcedures_Li procedure ncientis

The action ‘SendEmaif cannot be performed because of one or more

£5 Agent Procedures Service D Incident JD, 11:28:24 walidation errors.

(G] Audn
b4y Infa Center

sl Monitor

Service D The proced $:53:28 pr To: The value must not be empty

Service D, The proced 8:53:01 pr

BRRNKN

Service D Incident JD, 8:53:01 pr

(@ Patch Management
3 Policy Management
> Remots Control

@ Service Desk

3 System

o Time Tracking
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41. Next, click on the System module.

42. Note that only User Settings is available.

KServer - Operational L2 SD-Technician: | m SD-Technician- | v l

=
" Kaseya Kaseya Service Desk Workshop
+ 00:00:00 ‘You have 2 unread messages | johndoe | Logoff

m ? [ B o New~ (@ GoTo [

Search: AP ServiceDesk: | No Service D v View: - No View - v o= New P Edit g Reset

< ~ 5[ 100 |~ 0 60 of O
@ Service Desk | Selected | Viewing: of
D Summary Status Stage Priodty  Severlty

= Operations
Tickets
Organization Tickets
Tasks Associated With Tickets
Archived Tickets
Knowledge Base
Search Al
=1 Gommon Configuration
User Preferences

43. Next, go to the Service Desk module.

44. Note that none of the SD Admin functions are available.

- To check the functions that an end user contact has access to, you can either login to VSA using an
end user contact username, or you can simply change your role, using the Role dropdown box located
on the top-right corner of all VSA pages.

45. Click on the Role dropdown box.

46. Select the Contact-<USERNAME?> role.

47. Click on the Service Desk module listed in the left pane.

(7]
(]
.
(&)
S
()
X
11]
c
Q
"2
©
c
©
X
4
(7]
(0]
(]
o
9
-
(]
7))

48. Observe that an end user contact has too much access to the VSA functions.

;’ Kaseya Kaseya Service Desk Workshop
moy 7?7 = New~ (G GoTo [ & ot CMark = [ Ticket~

< v [3)[100 |+ | seectec: 0

{) service Desk

D Summary
Q Agent No records found

35 Agont Procedures
(@] Audit

k£ infe Conter

lul] Monitar

(@] Patch Management
3 Policy Management
2> Remote Control
) service Desk

¥ System

g_"’ Ticketing

Search: psl Service Desk: No Service D. v View: - No View - v o= New P Edit g Reset

KServer - Operational Roh| Ccrm:biﬂhndﬂﬁ scis-ohndoe | v l

You have 2 unread messages | johndos | Logoff

| Viewing: 0-0 of O
Status Stage Priodty  Severlty
<>
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Unlike SD Admins and technicians, end user contacts should have access only to the tickets.
49. Go System > User Roles.
50. Select theto System Contact-<USERNAME?> user role in the middle pane.
51. Click on the Access Rights tab in the right pane.
52. Click on the Set Role Access Rights button.
53. Uncheck everything, except for the Service Desk > Tickets and System > User Settings.

54. Click OK.

51. Click on Access Rights tab
49. Click on System

{ 52. Click on Set Role Access Rights button ]’—M

Set Role Access Rights.

57 Contactjohndoe
@ Agent

50. Go to User Roles

© ) Knowledge Base
@[ cemmon Configuration
=2 system
@Y UsorSettings

System Preferences
User Security

) v joment
O customize
Ticketing W

OK Cancel

Jeeeee
1000

®

2]
(1)
s
0
O
O
1]
(72
>
I
XL
Q
>
Q
»
o
o=
L
X
(1)
=
2
7
1
»

To verify that your end user contacts can access the limited VSA functions that you intended, follow the
below steps.

55. Click on the Role dropdown box.
56. Select the Contact-<USERNAME> role type.
57. Click on the System menu item in the left pane.

58. Make sure that only System and Service Desk are included in the list.
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) KServer - Operational L2 Contact-johnde | v scis-johndoe | v l
Kaseya Service Desk Workshop _

You have 2 unread messages | johndoe | Logoff

s¥ Kaseya

Usemame johndoe

Old Passwerd
% Systom

PR New Password (‘Suggest)
(Change ) ¥ -
= Confirm Password

Note: Usemame and password are both case sensitive
Security Question

([} service Desk

3 Systom

Security Answer

59. Next, click on the System module.
60. Note that only User Settings and Database Views are available.
61. Next, go to the Service Desk module.

62. Note that only Tickets function is available.
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— R KServer - Operational L= Contact-johndo | v scis-johndoe | l
(<4 Kaseya Kaseya Service Desk Workshop
You have 2 unread messages | johndoe | Logoff
= New~ [§GoTo (T £ £t E2Mark= (g Ticket~

Search: Pl Service Desk: No Service Desl v View: - No View v o= New P Edit S Reset

) sorvie Desk ~ (5] 100 |~ | Selected: 0 | Viewing: 0-0 of O
D Summary Status Stage Prioity  Severty  Ca
= Operatiens s four
Tickets
<1

By default all machines are members of the default machine role. You can set machine users’ access
to VSA functions via Access Portal by modifying the access right for the default machine role. To check
what functions a machine user has access to, you can either login to VSA using an end user contact
username, or you can simply remote login to one of an end user’s machine and double click on the
Kaseya agent icon in the system tray

63. Open an IE browser.

64. Go to your Kaseya server.
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65. Login to VSA using the laptop? machine user credentials (i.e., ewa-<USERNAME>).

66. Note that too many functions are available to the machine user.

67. Alternatively, remote login to laptop1.

68. Double click on the Kaseya agent icon in the system tray.

69. Note that there are too many functions available to the machine user. Some functions such as
Desktop Access are grays out as it does not make sense to use them while logged in to the ma-

chine.

70. Observe that a machine user has too much access to the VSA functions by default.

Kaseya Service Desk Workshop 4-18-12 to 4-19-12 « | (Jumpto BIO)

ITA Portal sd418 Deva Access to Virtual Lab
resolution: _default +) colordepth: 16 % Refresh | minutes: s 02:57:53

Network Diagram || Data Sheet | Connection Info | Domain Controller (dc) | Workstation 1 (ws1) | Guest 1 (guest!) | PC 1 (pe1) | Laptop 1 (laptop1)

{2 laptap].cec.fiu-johndoe - Windows Internet Explorer

& Ehes [— [ & |[4]x] |2 il

iy Favortes | laptop! cec fiu-johndoe

Machine Info: laptop1.cec.fiu-ichndoe Log Off Help « 2
Current User:
Domain: WORKGROUP (workgroup)
) Operating System: X

Yersion: Professional Edition Service Pack 3 Build 2600
RAM: 1023MB
CcPU: (1)Intel® xeon® CPU ESG49 @ 2.53...
Change Logon || Change Profila
4 Home
“/Agent Data Change your logon information here.
[5 Audit Information
0ld Passward
Passwords mustbe at least6 characters long.
Username: ewa-johndos
| New Password
) Ticketing Confirm
- Password:
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Unlike SD Admins and technicians, machine users should have access only to a limited number of functions
on VSA.

71. Go to System > Machine Roles.

S9S1349X

72. Select the default user role in the middle pane.
73. Click on the Access Rights tab in the right pane.
74. Click on the Set Role Access Rights button.

75. Uncheck everything, except for Service Desk > Tickets and some useful functions appropriate for
the machine user under Live Connect.

76. Click OK.
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73. Click on Access Rights tab

4[ 74. Click on Set Role Access Rights hult;h

o EA=1ED
Enable All Disable All
Expand Al Colapse Al b
=3 default

=2 Live Connect
™ Desktop Thumbnail

@™ Homo
72. Go to User Roles @) AgentData

Audit Information
Filo Manager
Command Shell
Registry Editor
Task Manager
Evont Viewer
Ticketing
Chat
Desktop Access
Video Chat
© ] Quick View
=S¥ Service Desk

2@ operations

@M Tickets 9]
# [ Knowledge Base ud

OK Cancel

JRORCBO0OD®&

To verify that your machine users can access the limited VSA functions that you intended, follow the
below steps.

77. Remote login to laptop1.
78. Double click on the Kaseya agent icon in the system tray.

79. Make sure that only the intended functions are available.

Kaseya Service Desk Workshop 4-18-12 to 4-19-12 «| (Jump .. =IO

ITA Portal sd418 Deva Access to Virtual Lab

resolution: | default +] color depth: 16 & Refresh | minutes: |s 02:55:22

Network Diagram | Data Sheet | Connection Info | Domain Controller (dc) | Workstation 1 (ws1) | Guest 1 (guest1) | PC 1 (pct)
@ = ]x]

‘@; o v & https kaseya.net v 8% x| |2 2

T Favorites | &g laptop! . cec. fiu-johndoe

Machine Info: laptopt.cec fiu-iohndoe LogOff Help <« %
Current User: ewa-johndoe Unable to Live Connect
" g“l;rg"raa'g:"u System: %ORKGROUP {warkgroup) Live Connect features disabled when logged on lacally.

Professional Edition Service Pack 3 Build 2600
1023Me
(DIntel® Xeon® CPU ES640 @ 2.53..,
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Change Logon || Change Prafile
#: Home

[E audit Information

Change your logon information here.

0Old Password:

3 Ticketing
Passwords must be at least 6 characters long

Username:  ews-johndos

New Password

For each of the four SD Users type, you need to clearly define their scopes. You decide to give your SD
Admins Master / System scope.

Note: Master / System scopes are predefined in VSA. Therefore, there is no need for creating a new
scope for SD Admins.

Your service desk technicians would need to have access to all the objects in the FIU-<USERNAME>
organization.
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80

81

82

. Go to User Security > Scopes.
. Select the radio button next to SD-Technician-johndoe.

. Click on Organizations tab.

=iiC)
/ T Kaseya Service Desk Wor |

€ - C |A htips://viab.kaseya.net/vsaPres/Web20/core/KHome aspxfirstin=True&ReferringWebWindowl d=eb332f8b-c4fd-43b4- ¥¢ | X8

(.' Kaseya Kaseya Service Desk Workshop
4+ 00:00:00 *ou have 36 unread messages | johndoe | Logoft
m EB 2 Iﬁ o Hew a[bRename P Delete
: e = @ 3 Members Organizations Machine Groups Machines +
e —
& system Scope o, 82. Click on Organizations tab @ Rrefresh

Anenymous
Florida Internationa Univer | - 100 v
cec-johndoe
2 User Setiings - Organization Name Organization Description
ghiohndoe
Preferences fiu-ohndoe Florida Internationa Universty - ohndoe
Change Logon mr-johndoe.

& System Praferancas 81_ Select the radio button next to SD-Technician-johndoe ]

Narming Policy

= User Securtty
@ SD-Technician-johndoe

ul 80. Click on Scopes =
Mg v

Scofes
Logon Hours.
User History

o Orgs/Groups/Depte/Staff
Nanage
Set-up Types

o Server Management
License Wanager
Import Center
System Log
Outbound Email

o Customize
Color Seheme

Sie Customization
Local Settings.
Live Connect

Note: For your convenience, the required scope has already been created for you and the FIU-johndoe orga-

nizatio

n has already been assigned to it.

Verify that your service desk end user contacts from SCIS, MR, GL, and CEC have access to all the ma-
chines in their respective departments.

83.

84.

85.

86.

87.

Note:

Select the radio button next to scis-johndoe.
Click on Machine Groups tab.

Select the radio button next to mr-johndoe.
Select the radio button next to gl-johndoe.
Select the radio button next to cec-johndoe.

For your convenience, the required scopes have already been created for you and the corresponding

machine groups have already been assigned to them.

By default all machine users use the Anonymous scope when using Access Portal. Assign the organization
and/or Machine Groups that you want to give access to your machine users. Without this setting machine
users will not be able to edit their own tickets. Note that you must assign all organizations to this scope in
order for the machine users to view tickets via Access Portal.

88

89

90

91

. Go to System > Scopes.
. Select the Anonymous scope in the middle pane.
. Click on the Organization tab in the right pane.

. Click on the Assign button.
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92. Select the FIU-<USERNAME?> organization.

93. Click on Save.

90. Click on the Organization tab
91. Click on the Assign button.
89. Select the Anonymous scope ]

Assign an Organization EJ=1E

© - Adaan organization to the selected scope.

Scope” Anonymous

Organization: fujohngoe

92. Select FIU-johndoe organization

v

€ | 93 Click on Save

1

Save Cancel

Associate the scopes to your service desk.
94. Go to System > Scopes.
95. Select the SD-Technician-<USERNAME> scope in the middle pane.
96. Click on the Service Desk tab in the right pane.
97. Click on the Assign button.
98. Select the FIU-<USERNAME> organization.
99. Click on Save.

100.Repeat steps 95 to 100 for the scis-<USERNAME>, mr-<USERNAME?>, gl-<USERNAME>,
cec-<USERNAME>, and Anonymous.
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I 96. Click on Service Desk tab

L|9/5 Select the radio button next to SD-Technician-johndoe }

Assign a Service Desk to a Scope. 7/ax

© . Addasenvice desk to the selectod scope.

Scope®: SD-Technician-johndoe

Service Desk*: Customer_SD_Automation
Customer_SD_Basic

johndoe_SD
Knoi =
98. Select johndoe_SD

100. Click on Save

Save Cancel
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You need to assign the actual members of each of the SD users’ types to their corresponding scopes.

Note: You have already assigned the actual users to their corresponding scopes. In the next steps, we just
verify the assignments.

101. Select the radio button next to System scope.

102. Click on Members tab.

103.Select the radio button next to SD-Technician-johndoe.
104.Select the radio button next to scis-johndoe.
105.Select the radio button next to mr-johndoe.

106.Select the radio button next to gl-johndoe.

107.Select the radio button next to cec-johndoe.

Note: The SD ticket access for machine users is determined by the Anonymous scope, which is predefined
in VSA.

Now that all the required scopes are defined, associated to your desk, and assigned to the designated user
types, it is time to verify that your SD users can access only the tickets related to them. For this, we use the
tickets that have already been created in your desk. We start with SD Admins, then SD techs, then con-
tacts, and finally the machine users.

Verify the SD admins’ ticket access.

108.Select the SD Admin role.
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109.Select the System/Master scope.

110.Go to Service Desk > Tickets.

111.0bserve that you can see all three tickets previously created in your desk.

S9S1349X

KServer- Operational  Role YN RA Scor- EENEA

Ll 108. Select the SD Admin role. Jread messages| jonndoe | Logoft

;‘ Kaseya Kaseya Service Desk Workshop

[ARRREYA 05 Click on Serw'ceDeskn;adu\e

¢D Service Desk JD_SD000003 100 | selected: 1 | Viewing: 1-3 of 3.

w (g Edit YK Delete KMark~ (3

P serviceDesk | johndoe_SD v View: | —No View — v delew FPEdit SHReset

1] Summary Status. Stage Priorty | Severty  {

oo ©  0_SD000003 Testing smai reacer New Wentified  Necium  Oneuser (L §
= Operations -

Tickets.
Organization Tickets

Tasks Associated With Tickets
Archived Tickets

) ID_SD00D00Z Testing the changes to message templates and procedure variables  New Wentified  Low One user (Li i

|

@) 0_SD000001 Printto POF is not available New Wentified  Low One user (L

Knowledge Base
Search Al

= Desk Configuration o 2
Desk Defintion General Hotes

2 Tempiates
Desk Templates Description
Hote Templates U his i a tost.
lessage Templates

5 Common Configuration flohn Doe.
Global Settings
Role Preferences

Hi

User Preferences
Incoming Emall and Alarm Settings
Procedure Variabes
Folicies
Coverage Schedules
Holdays

= Procedures Defintion
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Wapping
Goal —

nttps: //vlab. kaseya.net/vsaPres/web20/ core/KHame.as.
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Verify the SD techs’ ticket access.
112.Select the SD-Technician-<USERNAME?> role.
113.Select the SD-Technician-<USERNAME> scope.
114.Go to Service Desk > Tickets.

115.0bserve that you cannot see any of the three tickets previously created in your desk by the SD
admin!

[ 112 Select the SD-Technician-johndoe role |2 113. Select
M ~ SD-Technician-johndoe

scope

= New~ [dGoTo (&) T
Search: P ServiceDesk: jonngoe_SD | v View No View ~

v (71100 |~ || Selected: 0 | Viewing: 0-0 of 0

D Summary Status Stage Priorty  Severity

) Commen Configuration [ ]
User Preferences No Records Selected

Add the organization and contact to your first ticket.
116. Select the SD Admin role.
117.Select the System/Master scope.

118.Go to Service Desk > Tickets.
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119.Select the first ticket, which you created on behalf of Eli User from the SCIS department, in the
right pane.

120.Click on Edit.
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KServer - Operational G system ~ T system
q 116. Select SD Admin role { 117. Select System scope

;' Kaseya Kaseya Service Desk Worl{ 119. Click on Edit

etiew~ (g GoTo [ view (4 Edit| K Delete £ mark~ [} [ Ticket=

Search: el Service Desk:  johndoe_SD v View: | —No View — > o iews P Edit S Reset
) sorce vk 1050000003 ~ (5] 100 |v | selectes: 1 | Viewng: 12 of 3
D Summary Status Stage Priority Severity ¢
vz 1D_SD00000Z  Testing emai read " Mentified  Hed o LK
g 2= - esting email reader ew ertifed  Hedum  One user
Tickets >J o JD_5D000002 Testing the changes to message templates and procedure variables New Identified Low One user (L K
QOrganization Tickets —
=) o JD_SD000001  Print to PDF is not available New Identified Low One user (L K
Tasks Associated With Tickets
Arehived Tickets 8. Select the first ficket, which you created on behalf of Eli

Knowledge Base User from the SCIS department
Search Al
g I o

=) Desk Configurati
Desk Defintion General Hotes
=) Templates
Desk Templates.
Note Templates.
Wessage Templates
=) Common Configuration
Global Settings
Role Preferences
User Preferences
Incoming Email and Alarm Settings
Procedure Variables.

Description

Policies
Coverage Schedules
Holidays.

=) Procedures Defnition
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal —

https://viab. kaseya.net/vsaPres/Web20/core/KHome.as.

121.Click on the magnifying glass next to the Organization field.
122.Choose the contact for the SCIS department, namely, Cat Contact.
123.Click on OK.

124.Click on Save and Close.

© - Usethe fiters in the grid below to locate the contact associated with this ticket

FlUohndoe-myOrg > 100 v

w
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Qo
77
o
=]
L

Type  Organization Name Contact Name Phone Humber Email Address. Tite Function

B

FiU-jonndoe.-myOrg Report Center

G " P
LI/IZE Choose the contact for the SCIS department

X

(1)

=

0. e

m Florida nternationa Universty Cay Cantact 800-000-0000 cay-johndoe@fiu-johndo. Contact Person Contact Person

‘D Florida nternationa Universty Con Contact 200-000-0000 con-johndoe@fiu-johndo. Contact Person Contaet Person

n Florda hterationa Universty John Doe 3000000000 Johndoe@fijohndos e Learing Kaseya Service | Learing Kaseya Servioe
Florida Internationa Universty Ted Technician 800-000-0000 tec-iohndos@fiu-johndoe Tier 1 Support Tier 1 Support
Florida Internationa Universty Tia Technician 200-000-0000 tia-iohndoe@fiu-johndoe. Tier 1 Support Tier 1 Support
Florida Internationa Universty Tim Technician 200-000-0000 tim-ohndoe@fiu-johndoe Tier 1 Support Tier 1 Support
Florida nternationa University Tod Technician £00-000-0000 tod-iohndos@fiu-johndoe Tier 1 Support Tier 1 Support

Pl

<

Selected: 1 | Viewing: 1-18 of 18

(fz= G )

0K Cancel

hittps://viab kaseya.net/vsaPres/Web20/core/KHome.as.

Add the organization and contact to your second ticket.
125. Select the second ticket, which you created for testing purposes, in the right pane.

126.Click on Edit.
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rer-operors _o- TN -~ ECEENENNN

=
.’ Kaseya Kaseya Service Desk Workshop
4 00:00:00 You have 37 unread messages | johndoe | Loaoff

mm 7 P 4w~ [G6oTo (3 vie

Search; foe_SD v — Ho Wiew — aa o tew P Edit SgfResst
O Service Desk JD_SD000003 | viewing: 1-3 of 3
3] Summary Status. Stage Priority Severity (4
gy 3 ) ID_SD000003 Testing email reader New Wentifed  Medum  One user (L K
= Operations -]
Tickets v B o JD_SD000002 Testing the changes to message templates and procedure variables New Identified Low One user (L i
Organization Tickets
Tasks Associsted Wit Tickets 125. Select the second ticket, which you created for testing purposes New dentfied  Low One user (L1 K
Archived Tickets
Knowledge Base
Search All
) Desk Configuration | Il —— )
Desk Definion General Notes
= Templates
Desk Templates. Description

Nots Templates.
Message Templates.
= Common Configuration
Global Settings.
Role Preferences
User Preferences
Incoming Email and Alarm Settings
Frocedure Variables
Policies.
Coverage Schedules
Holdays
=) Frocedures Defintion
Stage Entry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal l

hitps: //viab.kaseya net/vsaPre: core/KHome.as.

127.Click on the magnifying glass next to the Organization field.
128.Choose your user as the contact for this test ticket.
129.Click on OK.

130.Click on Save and Close.

127. Click on the magnifying glass next to the Organization ﬁiﬂg
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© - usethefiters inthe grid below to locate the contact asscciated wilh this ticket
FiU-johndos-myOrg | (7] 100 |+
Type | Organization Name: Contact Name Phone Number Email Address Tite Function o
° Florida Internationa University John Doe 800-000-0000 Johndoe@fiu-johndoe.ed Learing Kaseya Service  Learing Kaseya Service

Learing Kaseya Servica Desk and Gat

u! Cancel

128. Choose your user as the contact for this test ticket. }

Add the organization and contact to your third ticket.
131.Select the third ticket, which was created to test the email reader, in the right pane.

132.Click on Edit.
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4+ 00:00:00 You have 33 unread messages | johndoe | Logoff
[ Ticket -

~ View: | — Mo View — ¥ delew FEdt FReset

;‘ Kaseya Kaseya Service Desk Workshop
mog ? o New - (G GoTo (B View |[4Edt| 3K Detete SyMark~ (3

Search

JD_SD000003

[ service Desk

D Summary Status Stage Priorty  Severty
> Operetons = @ ID_SD000003  Testing email reader New Mentifed  Medium  One user (Li K
U 131. Select the third ticket, which was created to test the email reader} 5T Eare) b= XA
o ton Tickets
raanzston Tickets 75 @) JD_SD000001 Printto POF is not avallable New Mentified  Low One user (Li K
Tasks Associated Wih Tickets
Archived Tickets
Knowledge Base
Searcn Al
5 Desk Confiuration EEE I
Desk Defintion General Notes
5 Templates
Desk Templates Description: Hi,
Note Templates This is a test
Message Templates
John Doe

{5 Common Configuration
Global Settings.
Role Freferences
User Preferences.
Incorming Email and Alarm Settings.
Procedure Variables
Policies
Coverage Schedules
Holdays
|5 Procedures Defintion
Stage Entry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal —

https://viab. kaseya.net/vsaFres/Web20/core/KHome. as.

133.Click on the magnifying glass next to the Organization field.
134.Choose your user as the contact for this test ticket.
135.Click on OK.

136.Click on Save and Close.

133. Click on the magnifying glass next to the Organization neiig

?/=i%
© - Use the fiters in the grid below to locate the contact associated with this ticket.

134. Choose your user as the contact for this test t\ckelL

r Email Address Title: Function o
@ Florida Internationa University John Doe 800-000-0000 johndoe(@fiu-johndoe.ed. Learing Kaseya Service  Learing Kaseya Service
cc——— —— ———————————————————— b <Ir
Selected: 1 | Viewing: 1-15 of 15

oK Cancel

Verify the SD techs’ ticket access.
137.Select the SD-Technician-<USERNAME> role.
138.Select the SD-Technician-<USERNAME> scope.
139.Go to Service Desk > Tickets.

140.0Observe that now a SD tech can see all three tickets previously created in your desk by the SD admin. As all
these three tickets are now associated with the fiu-<USERNAME> organization, therefore they are all accessible
by the SD techs.
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= . e o ERITID  ECEEIG
’, Kaseya Kaseya Service Desk Workshop - _ _ —

.‘[ 137 Select the SD-Technician-johndoe role. 2veSumeadl 138 Select the
7 T = SD-Technician-joh
ndoe scope

M m ? pAn = New~ (4 GoTo (B View [4f Edit

Search: =l Service Desk:  johndoe_SD Vigw: - No View - v |

([ Sorvica Desk <] | JD_SDO000003 v [2]/100 | || selected: 1 | Viewing: 1-3 of 3
D Summary Staws _ stage Priorty _ Severity
I @) JD_SDO000G03 Testing email reader New ldentfied  Low O usef
|5 Operations
Tickets 5 ) JD_SD0C0002 Testing the changes to message templates and procedure variables  New ldentiied  Low One usef
Organization Tickets Z57§) D_SD00000!  Printto PDF & not avaiable New ldentiied  Low One usef
Tasks Asscciated With Tickels
Archived Tickets
Knowledge Base
Search Al
5 Commn Corfiguration
User Preferences General Notes
Description Hi
This s a test.

Lohn Doe

Verify the contacts’ ticket access.
141.Select the Contact-<USERNAME?> role.
142.Select the scis-<USERNAME?> scope.
143.Go to Service Desk > Tickets.

144.0bserve that the SCIS contact is not able to see any of the three preciously created tickets, not
even the one created on behalf of Eli, who is an end user from SCIS.

KServer - Operational L% Contact-johndo | v s-np-
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- > scis-johndoe scope
= New- [§GoTo (& & £t G2Mark- (4 Ticket: S P
Search: L[ Service Desk:  johndoe SD ~ View: .- No View - ~ = New P Edit SFReset
@ P < v [¥] 100 |v | Selected: 0 | Viewing: 0-0 of 0
D Summary Status Stage Priority Severty  Caff
|- Operations No records found
Tickets
=D

No Records Selected

You remember that when you created the ticket on Eli’s behalf, you did not specify that the machine belongs
to the SCIS department. Specify the machine group in your first ticket.

145.Select the SD Admin role.
146.Select the System/Master scope.

147.Go to Service Desk > Tickets.
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148.Select the first ticket, which you created on behalf of Eli User from the SCIS department, in the
right pane.

149.Click on Edit.

- ) ) KServer - Operational G so pomn | v JEREE syste ~
" Kaseya Kaseya Service Desk Workshop aill =

146. Select SD Admin role [ 147 Select System scopeL]
e
goe_SD ~ View: | Mo View — ~ o Hew P Edit FReset

1 | Viewing: 1-3 of 3

2 - = New - (G GoTo (B View [ Edil| €
149. Click on Edit

1D_SD000003

() servee vesk

D Summary Status  Stage Priorty  Severty

3 Operatons . {2 M) ID_SD000003 Testing email reader New ientified  Low One user (Li K

Tickets 5 @ 0_S0000002 Testing the changes to message tempiates and procedure variables  New Jentiied  Low One user (Li K
Organization Tickets =

¥ 3 @) Jo_SD00000T Printto PDF is not avaiable New ientified  Lowe One user (Li

Tasks Associated With Tickets
Archived Tickets

Knowledge Base

Search Al

148. Select the first ticket, which you created on
behalf of Eli User from the SCIS department

= Desk Configuration I e | |
Desk Definition General Hotes

= Templates
Desk Templates. Description:

Note Templates
Message Templates.
= Common Configuration
Global Settings.
Role Preferences
User Preferences.
Incoming Email and Alarm Settings
Procsdure Variables
Poiicies.
Coverage Schedules
Holdays
= Procedures Definition
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Wapping
Goal |

nttps://viab.kaseya.net/vsaPres/Web20/core/kHome.as.

150.Click on the magnifying glass next to the Machine Id field.
151.Choose the SCIS machine group, namely, fiu-<USERNAME?>.scis.
152.Click on OK.

153.Click on Save and Close.
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Ej] Click on the magnifying glass next to the Machine [d field.

EBIEIES
v 100 v
Machine Machine Group Organization Gurrent User Contact Email Contact Phone
fiu-johndoe.mr fu-johndoe
® fiu-johndoe scis fu-johndoe

151. Choose fiu-johdnoe.scis 152. Click on OK
Ql Cancel

Verify the contacts’ ticket access.
154.Select the Contact-<USERNAME> role.
155.Select the scis-<USERNAME> scope.

156.Go to Service Desk > Tickets.
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157.0bserve that the SCIS contact is now able to see the first ticket that was created on a SCIS end user’s behalf.

= o -coeors o IR o R
.‘ Kaseya Kaseya Service Desk Workshop Sl il - SR

have 6 unread messages | jonndos |, baoft
- - [ 154. Select the Contact-johndoe mlelj 155. Select
= New- (g GoTo (& view [ Edt E3Mark~ [ T ; deec
Search: L/ service Desk: | johndos_SD ~ View: No View = S jmssSCiC=0 . e CO

([} servics Desk <) | JD_SDoDO0DO1 v [3] /100 v | Selected: 1 | Viewing: -1 of 1
D Summary Status Stage Priority Severity Catf
|v @ 0 JD_SD000001 Print to PDF is not available New Identified Low One user (L
| Operations
Tickets
<[
General Noten
Description

Verify the machine users’ ticket access.
158.Remote login to ws1.
159.Double click on the Kaseya icon in the system tray.
160.Click on Ticketing in the left pane.
161.Make sure that the <USERNAME>_SD is selected for the Service Desk dropdown box in the bottom right pane.

162.0bserve that the ws1 machine user is not able to see the ticket that was created on his behalf.

Kaseya Service Desk Workshop 4-18-12 to 4-19-12 « | (umpro.. 2]O)

ITAPortal sd418 Deva Access to Virtual Lab

resolution: | default 3] color depth: 16 % Refresh | minutes: s 02:34:00
Guest 1 (guest1) | PC 1 (pet) || Laptop 1 (laptop1)
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Go- = T S[8]%|x| [0
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e Favorites | P& ws1scis.fu-johndoe M- B [ @ - Pager Sofetyr Teok - @

Machine Info: ws1.scis fiujohndoe Log OFf Help '« %
Current User: eli-johndoe
Domain: FIU (domain)
il Operating System: xP
) version: Prafessional Edition Service Pack 3 Build 2600
( RAM: 1023MB
cpu: (1)Intel@ Xeon® CPUESE4Y @ 2.53..,
Tioketing
#>Home
; ; . -
— Frriew ~ (& oo Gomark + [ Ticket +
8 audit nformation e PR e
¥ v o (100 (v Seiected 0 | Viewing: 140 of 0
D Summary Status Stage Priority Ccate
) Ticketi
fricketing o records found.
Gavpn

You realized that you specified the machine group of the machine with the issue, but you did not exactly specify which
machine. Specify the machine id in your first ticket.

163.Select the SD Admin role.

164.Select the System scope.
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165.Go to Service Desk > Tickets.

166.Select the first ticket, which you created on behalf of Eli User from the SCIS department, in the right
pane.

167.Click on Edit.

- ) } Kserver - Operational ok [ETR So-- EEEEENEE
4 Kaseya Kaseya Service Desk Workshop

P MCRCERaIT]  ou nave o5 unread messages | fomndoe | Locort
mm ? B = New~ (g GoTo [ Viev

Search

[ Edit| % D

" o Hew P Edit FReset

JD_S5D000003 | Viewing: 1-3 of 3

) service vesx

D Summary Ststus Stage  Priorty  Severty  C
£4 @ 10_s0000003 Test for the Emai Reader Johndos Hew Mentfied  Low One user (Lt K
L5 operatons =
Tickes 25" | 1050000002 Testing the Changes to message templates and procedure variables  Hew Menied  Low One user (Lt K
Organization Tickets =
VU E5 @ I0_SD000001 Printto PDF i not avaiable How Mentified  Low One user (Lt K
Tasks Associted Viih Tickets
Archived Ticket
Km “ﬁ ‘CE o 163. Select the first ticket, which you created on behalf of Eli
nowledge Base
¢ User from the SCIS department
Search Al
- Dest Confiurat J T o}
Desk Defintion General Notes
|5 Tempiates
Desk Templates. Descoping

Note Templates
Message Tempiates

|5 Common Configuration
Glabal Settings

Role Preferences
User Preferences
Incoming Emil and Alarm Settings.
Procedure Variables
Policies

Coverage Schedules
Holidays

|5 Procedures Defintion
Stage Entry or Exit
Ticket Change

Ticket Request De-Dup
Ticket Request Mapping
Goal

fips: //viab.kaseya.net/vsaPres/Web20/ core/KHome.as.

168.Click on the magnifying glass next to the Machine Id field.
169.Choose ws1.
170.Click on OK.

171.Click on Save and Close.
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~| ) [100 >
Machine Machine Group Organization Current User Contact Emi Contact Phane
fu-johndoe cec fu-johndoe
fujohndoe gl fu-johndoe
fu-johndoe.mr fu-johndoe
fujohndoe scis fu-jonndoe
do fu-johndoe.mr fu-johndoe ena-johndoe ena-johndoe@fiu-johndo 1111111111
questt fu-jphndoe.gl fu-jonndoe Eve-johngoe@fiu-onndo 111-111-1111
Iaptop fu-johndoe.mr fu-johndoe Ewarjohndoe@fi-johnd 1111111111
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@ ws1 fu-iohndoe scis fiu-johndoe elrjohndoe Elkjohndoe@fiu-johndoe 111-111-1111
169. Choose ws1
Seecied: 1 | Viewing: 18 of
machine

20/core/KHome.

htps: //viab.kax px2firstn=Tru

WindowId=aea78f5c-f4a1-40b3-0076-C

Verify the machine users’ ticket access.
172.Remote login to wsT.

173.Double click on the Kaseya icon in the system tray.
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174.Click on Ticketing in the left pane.

175.Make sure that the <USERNAME>_SD is selected for the Service Desk dropdown box in the
bottom right pane.

176.0bserve that the ws1 machine user is now able to see the ticket that was created on his behalf.

Kaseya Service Desk Workshop 4-18-12 to 4-19-12 < (mpo E10)

ITA Portal sd418 Deva Access to Virtual Lab

resolution: | default +) colordepth: | 16 3 Refresh | minutes: s 02:33:27

Workstation 1 (ws1)

Network Diagram | Data Sheet | Connection Info | Domain Controller (dc)

Guest 1 (guest1) | PC 1 (pc1) | Laptop 1 (laptopt)

{2 wsA.scis. fiu-johndoe - Windows Internet Explorer,

Q ) & s kaseya.net. M eI Ll
Fle Edit Wew Favorites Tools Help
S Favortes | PRwsl.scis fio-ohndoe - 8 Y @ - Pager Safetyr Took+ @+
Machine Info: ws1.scis.fiu-johndoe Log Off Help <«
Current User: eli-johndoe
Domain: FIL (domain)
il Operating System: xP
version: Professional Edition Service Pack 3 Build 2600
L RAM: 1023MB
cpu: (L)Intel® Xeon® CPU ES649 @ 2.53...

Ticketing

deriew + (Gview [@Edt Comark - (4 Ticket -

Search R ServiceDesk johndoe SD v View: | ~HoView- v S@Resy

4 Home
[& Audit Information
</ Jb_sDooooot V(3] 100 v | Selected: 1 | Viewing: 11 of 1

[ Summary Status Stage Friorty  Cate

{3 Ticketing v ) ID_SDO0O0OT  Print to POF is not available Hew idertifierl  Low

You need to make sure different SD user types would be able to view only and edit the fields that they
are supposed to. Also, when a SD user creates a new ticket, it should be clear what fields are required
to be entered or must be hidden.

As the admin of the service desk, you are supposed not only to be exposed to any field, but also you
should be able to edit any field. However, there are certain fields that you do not want to edit them by
mistake; so, for such fields, you should set their access as view only. Let’s first look at the field access
set initially for SD admin.

To review the SD Admin field access to your desk, you can either change your user role and scope to
that of SD Admin, or just login using the credentials of one of your SD Admins. Here, we simply select
the former approach.

177.Select the SD Admin user role from the Role dropdown box on the upper right corner of your
VSA page.

178.Select the Master (or System, if on SaaS) scope from the Scope dropdown box. Recall that you
previously decided to assign the Master (or System) scope to your SD admins.

179.Go to Service Desk > Tickets.
180.Click on the New > New Ticket button in the right pane.

181.0Observe which fields are view only, editable, required, and hidden
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|
Create a New Ticket 2)ax
[ save and Ciose [l Save and New (@ Cancel
General Notes Related ltoms
= | Summary Information m
Service Desk® iohnsor SO v
Summary”
Submitter Name: | johndos Organization: )
Submitter Email johndoe@fiu-johndos edu
Machine Id: p| Contact Pl
Phone Number: ]
Contact Emait
Projected: (| v Catogory - No Category Selected - >
Work Porformed (] v SubCategory v
n
Status New | Severty One user {Low) -
Prioriy: Medium v P
Assigned Te: ~- Not Assigned - =) Owrer jehndee =
Source: cal M
Urgency. Medium >
KB Articke created: | No -
escription Arial BB 7 UIA LA Y = i= i =k EIXX| Rl
Y
i
v

Review and change the editing template and field access for SD Admin.
182.Go to Service Desk > Role Preferences.
183.Select the SD Admin role type from the middle pane.
184.Click on the Service Desks tab in the right pane.
185.Select your desk, <USERNAME>_SD.
186.Click on Change.

187.0bserve which fields are, views only, editable, required, and hidden.
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8 ——I 85_Select johndoe_SD

Change Role ECIES
Service Desk™: jehndoe_SD
Editing Template: - Defautt Editing Template -- v
() Enable Session Timers?
() Show Task Information?
ID: Required A
Summary; Required ¥
Description: Editable A
Entry Form: Editable: ~2
. Creation Date and Time: View Only >
—1 82 Go to Role Preferences .
Submitter Name: Editable: M
Submitter Email Editable: e
Contact Phone: Editable: M
Organization Name: Editable: e
Organization ID: View Only M
Organization Address View Only v
Save Cancal

As you are happy with the default edit template and field access settings for SD Admin, you do not make
any changes. As in your desk, you are the only SD Admin, and you typically use your default Master /
System role, it is convenient if you do not have to change your role when manipulating your service desk.
Therefore, you decide to review the edit template and field access for the Master / System role too.

Review the Master / System field access to your desk.
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188.Select the Master / System user role from the Role dropdown box.
189.Select the Master / System scope from the Scope dropdown box.
190.Go to Service Desk > Tickets.

191.Click on the New > New Ticket button in the right pane.

192.0bserve which fields are, view only, editable, required, and hidden.

[ | Scope| EXTICTMNNNEY

Create a New Tickst BEIE

[B save and Close [l Save and New (@) Cancel

General Notes |  Related ltems

«| Summary Information
Service Desk". iohndoe_SD v

Summary™;

Submitter Name: | johndoe Organization ye]

Submitter Email johndos@fiu-johndos.odu Phone Number )

Wiork Performed (| v Category No Categery Selected
on

Status:

Priority

Urgenoy:

KB Article created:  Ho

Description Al Ml rulAVIA-P-IE=s=I@IEslIEDE E#aaInE

Change the edit template and field access to your desk for Master/System.
193.Go to Service Desk > Role Preferences.
194.Select the Master/System role from the middle pane.

195.Click on the Service Desks tab in the right pane. You notice that your desk, <USERNAME>_
SD, is not listed.
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196.Click on Assign.
197.Select your desk, <USERNAME>_SD, from the Service Desk dropdown box.
198.Select — Default Editing Template — from the Editing Template dropdown box.

199.0bserve which fields are, view only, editable, required, and hidden by default.
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195. Click on Assign

Assign Role 196. Select johnode_SD eI

Service Desk®: iohndos_SO ~

Ediing Template: - Defaut Editing Template -- N

() Enable Session Timers?

- ﬁ1\97 Select — Default Editing Template — ]
() Show Task Information?
194. Select the System role o Py @

Summary Required
Description Editable
Entry Form: Editable
N Greation Dats and Time: View Only
193. Click on Role Preferences. Submitter Name: Editable
Submitter Emalk Editable
Gontact Phone: Editable
Organization Name: Editable
Organization ID: View Only
Organization Address: View Only 3

Save Cancel

You are happy with the default selection, which is exactly the same as that of the SD Admin field access
settings.

200. Click on Save.

Verity that your changes to the Master / System field access; have been applied as you intended.
201.Select the Master / System user role from the Role dropdown box.
202.Select the Master / System scope from the Scope dropdown box.

203.Go to Service Desk > Tickets.
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204.Click on the New > New Ticket button in the right pane.

205.0bserve which fields are view only, editable, required, and hidden.

S9S1349X

| |
Croate a New Ticket EIEIES
B save and Ciose [l save and New @) Cancel
Ganaral Notes Related Homs

| Summary Information

Service Desk" ohndos_SD ~

Summary”

Submitter Name: johndoe: Organization: P

Submitter Email | johndoe@fu-johndoe.ecu

Machine ld: p|  Contact ]
Phone Number: L
Cantact Email

Projectad = ~ Catsgory ~ No Category Selected - >

Work Poriormed ] - SubCategory -

n

Status New | Severty One user (Low) ~

Priority Medium V| P

Assigned To: Not Assigned - ] Owmer johndoe: =
Source: Call >

Urgency Medium 8

KB Article croatsd: | No ~

Description: Arial BB 7U|A A A ¥ = S|kl

You would like all the SD technicians to be required to enter the following fields: Summary, Submitter
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Name, Submitter Email, Organization Name, and Staff ID.

Unlike the SD Admins, SD techs must not be able to edit some fields, but should be able to view their
values. Set the following field as view only: Creation Date and Time, Closed Date and Time, Due
Date and Time, Actual Completed Date, Organization ID, Organization Address, Contact Email,
Escalation, Stage Goal, Priority, and Stage

206. Select the SD-Technician-<USERNAME> user role from the Role dropdown box.
207.Select the SD-Technician-<USERNAME> scope from the Scope dropdown box.
208.Go to Service Desk > Tickets.

209.Click on the New > New Ticket button in the right pane.

210.0Observe which fields are, view only, editable, required, and hidden.

Change the SD Tech Field Access.

|
Croato a New Ticket BIEIE
B save and Ciose [l Save and New @ Cancel

General Notes Related ltems ‘n
» Summary Information m
Service Desk": Johndon_S0 - w
Summary® 'G
Submitier Name: | johndoe Organization: Florida Internationa Universtty - johndoe £ | ..
Submitier Email | johndoeg@fu-johndoe. edu Phone Number: 0 q’
Contaet Email x
Work Performed 5] ~ Gategory: No Category Selected m
5L e : pu

Priorty Polcy:
Urgency So ] o
Ao cmsos. 0 ‘;’
©
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211.Go to Service Desk > Role Preferences.
212.Select the SD-Technician-<USERNAME?> role.

213.Click on the Service Desks tab in the right pane. You notice that your desk, <USERNAME>_
SD, is not listed.

214.Click on Assign.
215.Select your desk, <USERNAME>_SD, from the Service Desk dropdown box.
216.Select — Default Editing Template — from the Editing Template dropdown box.

217.Make sure that the following fields are required: Summary, Submitter Name, Submitter Email,
Organization Name, and Staff ID.

218.Make sure that the following fields are view only: Escalation, Stage Goal, Priority, and Stage.

219.Click on Save.
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213. Click on the Service Desks tab
214. Click on Assign.
Assign Role kdl(=1IE3
© . sssign senvice Desk i 915 Sglact johndoe_SD
Service Desk*: johndor_S0. v
Editing Template: == Default Editing Template e
7] Enable Session Timers? -
ﬁQ\WZ, Select the SD-Technician-johndoe role }mrm Information? ﬁhﬁ Seloct = Dofautl Editing Tomplate o
15 Required v
Summary: Required v
Description: Editable M
Entry Form: Editable ~2
Creation Date and Time: View Only A
‘Submitter Name: Required ¥
211. Go to Role Preferences page
Submitter Email Required A
Centact Phone: Editable v
Organization Name: Reguired e
Organization ID: View Only v
Organization Address: View Only e
Staff ID: Required hd hd
ave Cancel
219_ Click on Save

You would like the end user contacts to be required to enter the following fields: Summary, Submitter
Name, Submitter Email, Organization Name, and Staff ID

The following fields should be view only: Creation Date and Time, Closed Date and Time, Due Date and
Time, Actual Completed Date, Organization ID, Organization Address, Contact Email, Promise Date
and Time, Source Type, Status, Resolution, and Source.

The following fields should be hidden for the end user contacts: Hidden Note Option, Suppress Notifica-
tion Option, Note Template, Billable Option, Hidden Notes, Standard Rate, Override Rate, Owner,
Locked By, Modified On, Escalation, Stage Goal, Priority, Stage, Locked On, Assignee, and KB
Article Created.

220.Select the Contact-<USERNAME> user role from the Role dropdown box
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221.Select the scis-<USERNAME> scope from the Scope dropdown box.

222.Go to Service Desk > Tickets.

S9S1349X

223.Click on the New > New Ticket button in the right pane.

224.0Observe which fields are, view only, editable, required, and hidden.

Croate a New Tickst IIE3

B save and Ciose [ Save and New @) Cancel
General Noles Related ltems

| Summary Information

Service Desk". ) ~

Summary®

Submitter Name: johndoe Qrganization; Florida Internationa University - johndoe: P

Submitter Emai. lehndoe@fiu-johndee.edu Phone Number. 800-000-0000 £
Contact Emall ohndoe@fiu-johndos. edu

Work Performed ] ~ Category No Cats

Prory Folcy
Source: Cal

Urgency: Medium

KB Ariicle created: o

escription Avial BB I UIA LA W

al EBILX|BE
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Change the Contact Field Access.
225.Go to Service Desk > Role Preferences.
226.Select the Contact-<USERNAME> role.

227.Click on the Service Desks tab in the right pane. You notice that your desk, <USERNAME>_
SD, is not listed.

228.Click on Assign.
229.Select your desk, <USERNAME>_SD, from the Service Desk dropdown box.
230.Select — Default Editing Template — from the Editing Template dropdown box.

231.Make sure that the following fields are required: Summary, Submitter Name, Submitter Email,
Organization Name, and Staff ID.

232.Make sure that the following fields are view only: Creation Date and Time, Closed Date and
Time, Due Date and Time, Actual Completed Date, Organization ID, Organization Address,
Contact Email, Promise Date and Time, Source Type, Status, Resolution, and Source

233.Make sure that the following fields are hidden: Hidden Note Option, Suppress Notification
Option, Note Template, Billable Option, Hidden Notes, Standard Rate, Override Rate, Owner,
Locked By, Modified On, Escalation, Stage Goal, Priority, Stage, Locked On, Assignee, and KB
Article Created

234.Click on Save.

227 Click on the Service Desks tab
338. Click on Assign

Assign Role El=1E3
226. Select Contact-johndoe role -
© - nssignserviceDeskiog 220 Select johndoe_SD
arvice :
iy

Iehnden.SD e

Defaut Editing Templats - v

230. Select — Default Editing Template —

Required

<

Required

Editable
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Editable

View Only

o
reat ime
ut Regquired
225. Go to Role Preferences page
Submitter Emall; Required

Contact Phone: Editable

Organization Name: Required
Organization ID: View Only

Organization Address: View Only

Staff 1D Required

g R EEEEE R EEEE

You would like the machine users to had almost the same field access as the contacts, but a bit more
restricted and the editing template should be the one more appropriate for Live Connect (Access Por-
tal).

You would like the end user contacts to be required to enter the following fields: Summary, Submitter
Name, Submitter Email, Organization Name, and Staff ID.

The following fields should be view only: Creation Date and Time, Closed Date and Time, Due Date
and Time, Actual Completed Date, Organization ID, Organization Address, Contact Email, Prom-
ise Date and Time, Note time, Source Type, Status, Resolution, and Source.

The following fields should be hidden for the end user contacts: Hidden Note Option, Suppress Noti-
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fication Option, Note Template, Billable Option, Hidden Notes, Standard Rate, Override Rate, Owner,
Locked By, Modified On, Escalation, Activity, Work Order, Resource Type, Stage Goal, Priority,
Stage, Locked On, Assignee, and KB Article Created.
The following fields should be editable for the end user contacts: Category, Note, Severity, and Urgency.
235.Remote login to ws1.
236.Double click on the Kaseya icon agent in the system tray.
237.Click on Ticketing.
238.Click on the New > New Ticket button in the right pane.

239.0bserve which fields are, view only, editable, required, and hidden.

Kaseya Service Desk Workshop 4-18-12 to 4-19-12 L4|[umpto =
ITA Portal  sd418 Deva  Access to Virtual Lab

resolution: [default  ~| color depth: {16 ~ Refresh  minutes: 5 20:09:46

Network Diagram | Data Sheet | Connection Info | Domain Controller {de) |[Workstation 1 (ws1) | Guest 1 {guest1) | PC1 (pel) | Laptop 1 (laptop1)

e Edt Yiew Hstory Bookmarks Tools Help

@ c o (I PR — RIoR y;

(18] Most Visited | ] Getting Started (5. Latest Headines

T3 ws1.scis.fu-johndoe

Transferring data from sass12 kassya.net

Double click on the Kaseya :
agent icon in the system tray S

- Change the Machine User Field Access.
240.Go to Service Desk > Role Preferences.
241.Select the default role.
242.Click on the Service Desks tab in the right pane.
243.Select your desk, <USERNAME>_SD, from the listed.
244.Click on Change.
245.Select Live Connect from the Editing Template dropdown box.

246.Make sure that the following fields are required: Summary, Submitter Name, Submitter Email,
Organization Name, and Staff ID.

247.Make sure that the following fields are view only: Creation Date and Time, Closed Date and
Time, Due Date and Time, Actual Completed Date, Organization ID, Organization Address,
Contact Email, Promise Date and Time, Note time, Source Type, Status, Resolution, and
Source.

248.Make sure that the following fields are hidden: Hidden Note Option, Suppress Notification Op-
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tion, Note Template, Billable Option, Hidden Notes, Standard Rate, Override Rate, Owner,
Locked By, Modified On, Escalation, Activity, Work Order, Resource Type, Stage Goal, Prior-
ity, Stage, Locked On, Assignee, and KB Article Created.

249.Make sure that the following fields are editable: Category, Note, Severity, and Urgency.

250.Click on Save.

242_Click on Service Desk tab
244_ Click on Change

L2V43 Select johndoe_SD Service desk ]

241_ Click on Defaul role

Change Role 2)[3)x

@ - Change the properties of a rcle assignment

ervios Desk™: Johndoe_SD
[diting Template: Live Connect )
[ Enable Session Timers?

[ 1) Show Task Information

D View Only

ummary. Required

escription View Only
240. Go to Role Preferences. [
Entry Form: Editable

reation Date and Time: View Only
Required
Required

Editable

< PSR B[ 0% | B B [ i

Required

o Namo: 1
Save -ancel
250. Click on Save!

o

Note: Under the Service Desk > User Preferences each user has their own User Preferences settings.
However it cannot overwrite restrictions applied by the Role Preferences.

To utilize your resources efficiently, you need to learn about the skill set of each and every one of your team Notes
members, and accordingly assign them to appropriate resource pools. This way, you can best utilize their
time and experience.

Based on the skill set and experience of your support team member, you decide to divide them into two
resource pools. You also decide to define a resource pool for the support management.
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- Delete Tier3 Support pool, and then add Ted, Tia, Tim, and Tud to Tier1 Support pool; and Tom and Tru to
Tier2 Support pool.

251.Go to Service Desk > Desk Definition.
252.Select your desk, <USERNAME>_SD from the list in the top right pane.

253.Navigate to Access > Pools tab in the bottom right pane. Observe that 4 resource pools have al-
ready been defined for your desk.

254.Select Tier3Support from the list.
255.Click on Delete.

256.Click on Yes..
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le/52. Select the radio button next to johndoe_SD ]

253 Click on Access tab

254_Click on Pools tab
256. Click on Delefe button

ﬁQ\SS Select the radio button next to Tier3Support 1

Delete x

2)

251 Click on Desk:
Definiton

Are you sure you want to remove this record?

Yes No

257_Click on Yes

- Adding SD Techs to Tier 1 Support Pool

257.Go to Service Desk > Desk Definition.

258.Select your desk, <USERNAME>_SD from the list in the top right pane.

259.Navigate to Access > Pools tab in the bottom right pane.

260.Select Tier1Support from the list.

261.Click on Edit.

262.Using the Shift and Ctrl keys, select all the technicians that you intend to assign to this pool from
the left list. The usernames are Ted-<USERNAME?>, Tia-<USERNAME>, Tim-<USERNAME>, and
Tud-<USERNAME>.

263.Click on the right arrow button to move the selected technicians to the right list.

2]
(1)
s
0
O
O
1]
(72
>
I
XL
Q
>
Q
»
o
o=
L
X
(1)
=
2
7
1
»

264.Click on Save.

Change Poel HIEIE

© - Crange a Pocl wihin the Service Desk medule

D" Tier1Support

Description
260. Selec the radio button next to Tier1 Support

its-ksdw-00165@ita-provisioner.cis.| | ted-ohndoe

johndoe tiz-ohndoe
tom-johndoe = tim-johnd
tru-johndoe tod-johndoe

262 Hold down the
CTRL key and select 263. Click on the right
ted. tia_ tim_and tod arrow button

€ : BRI

264 Click on Save
Save Cancel




Chapter 14 — Service Desk Hands-On Exercises Sadjadi et al. 65

- Adding SD Techs to Tier 2 Support Pool
265.Go to Service Desk > Desk Definition.
266.Select your desk, <USERNAME>_SD from the list in the top right pane.
267.Navigate to Access > Pools tab in the bottom right pane.
268.Select Tier2Support from the list.
269.Click on Edit.

270.Using the Shift and Ctrl keys, select all the technicians that you intend to assign to this pool
from the left list. The usernames are Tom-<USERNAME?> and Tru-<USERNAME>.

271.Click on the right arrow button to move the selected technicians to the right list.

272.Click on Save.

269. Click on Edit Change Pool HIEIES

@ . Crange a Pool within the Service Desk module

1D*; Tier2Support

Description

268. Click on the radio Fiter by ok —
button next to Tier2Support its-ksdw-00165@ita-provisioner.cis.|  tom-johndoe

johndoe tru-johndoe
ted-johndoe
tiagohndoe
tim-ohndoe
tod-johndoe

270.. Hold down the
CTRL key and select 53
Tom and Tru

Save Cancel

®EEREE

- Adding SD Admins to Support Management
273.Go to Service Desk > Desk Definition.
274.Select your desk, <USERNAME>_SD from the list in the top right pane.
275.Navigate to Access > Pools tab in the bottom right pane.
276.Select SupportManagement from the list.
277.Click on Edit.

278.Using the Shift and Ctrl keys, select all the SD Admins that you intend to assign to this pool
from the left list. The only SD admin in your desk is your own username, <USERNAME>,

279.Click on the right arrow button to move the selected technicians to the right list.

280.Click on Save.
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190. Click on Edit Change Pool EI(=1IES

©® . Change a Pool within the Service Desk module

ID*: SupportManagement
189. Select the radio Description:
button next to
SupportManagement Fiter by Role: i

its-ksdw-00165@ita-provisioner.cis. Jjohndoe

ted-johndoe 192 Click on the right
tiz-johndoe arrow button
tim-iohndoe

tod-johndoe

tom-johndoe

trusjohndee | Select johndoe

e Cancel

193. Click on Save
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Automatic processing of tickets in Service Desk can be triggered by
e The creation of the ticket
o Begin Stage Entry Procedure
o Ticket Request Mapping/De-Dup Procedures
e the transition from one stage to another
o Stage Entry or Exit Procedures
e any changes to the ticket
o Ticket Change Procedure
e aticket remaining in a stage or not closed beyond some time
o Goal and Escalation Procedures

Note: Service procedures can call/execute sub-procedures, enabling code reuse and modular automa-
tion. Service procedures can also trigger the running of an agent procedure on a managed machine
using the Schedule Procedure step.

To modify the automation in your desk, you need to follow these steps:
e Specify the Required Behavior
e Identify the Affected Procedures
e Adjust the Procedures
o Verify the Changes
Automatic Categorization
When a new ticket is created by a user, if the category is not set, set it as follows:

e |f the summary includes “Panther”, set the category to “Software Error” and sub-category to
“PantherSoft”.

o Otherwise, if includes “Print”, the category is “Hardware Error” and sub is “Printer”.
e Otherwise, if includes “Purchase”, the category is “Purchase”, sub is “Request for Purchase”.
e Otherwise, if includes “Quote”, the category is “Purchase”, sub is “Request for Quote”.
To verify the changes to the sub-procedure, you create 5 tickets to test its new behavior as follows:
e Summary includes “PantherSoft”.
e Summary includes “PantherSoft”, but it is already categorized to “Service Request”.
e Summary includes “Printer”.
e Summary includes “purchase”.

e Summary includes “quote”.

6. Click on Operation > Tickets.
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7. Click on New > New Ticket

er

= ; s o R
P — e

4 PETTPIMIRCEORT]  vou have 14 unread messages | johndoe | Loaoft
7. Click on New > New Ticket|[— & -
mm 7 a7 Clocon New > New ke, g, e
£ [Fo A— P| ServiceDesk Johndoe SD |V View: >

— No View — e tiew FPEat SFReset
@ service desk 4 Add Note v [>] 100 |v | Selected: 1 | Viewing: 1-3 of 3

6. Click on Operation> Tickets
2 Operaf] &

Tckets Z970) 10_5D000002  Testing the changes to message templates and procedure variable New dentifled  Low e user
Organization Tickets.
Tasks Associated Wi Tickets
Archived Tickets
Knowledge Base
Search Al

= Desk Configuration

[} Summary Status Stage. Priority Severity
@ | /0_SD000003  Testing Emai Reader New ientified  Low One user

£3 @ | 10_SD000001 Printto PDF is not avaiable New dentified  Low One user

Desk Defintion General Notes
& Templates
& Commen Configuration Bt i
= Procsdutes Defintion rhis is atest
Stage Entry or Ext
Ticket Change Honn Doe
Ticket Request De-Dup
Ticket Request Mapping
Goal
Escalation
Sub-Procedures

jonld=3e097c2-6]

7-f7i637efd8cb®

8. Type The Summary includes PantherSoft in the Summary textbox and click on Save and New.

2]
®
2
2]
o
U Create a New Ticket HI(=)E3
D B save ana ciose [ Save and ew @ cancel
(7)) oo s i e e
) e LI/ 8. Type The summary includes the keyword =
I Service Desk* Johndoe_SD PantherSoft and click on Save and New
I Summary®:
[Y) Submitter Name: | johndoe Organization £
: Submitter Email johndoe@fiu-johndoe. edu
Wachine id £ Contact £
Qo 2
m Contact Email
1
O Projectes i - category o Category Selected — v )
: Work Performed On: ] ad SubCategory: N7 1
Status: New A Severity: One user (Low) %
m Prioriy: Hedum ~ | Poiicy:
x Assigned To — Not Assigned — |  Owner johndoe. v
m Urgency Medium ~ Source: cal v
1 KB Article created: No %
O,
m Description: Arial B rula vlA- |
®
72]
g I, B

9. Type The summary includes the keyword PantherSoft, but is categorized in the Summary
textbox.

10. Click on Category dropdown menu and select Service Request.
11. Click on SubCategory dropdown menu and Select Guidance Question.

12. Click on Save and New.
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Creste a New Ticket BEES

Bl sive ana Coose | [ save ana iew| @ cancel

General es Related tems
EE Click on Save and New -

9.1 Type The summary includes the keyword PantherSoft,

Service Desk Jonndoe_SD but is categorized
Summary* The summary includes the keyword PantherSof, but i categorized
Submiter Name: johndoe. Organization. P2l
Submiter Email Iohndoe@ fiu-johndoe.edu
Machine id: el Contact: Pl
10. Click on Category dropdown menu £
and Select Service Request
Projected B i Category: Service Request N
Work Performed On (| ~ SubCategory: [uicance auesiior] v
Status: New = L
11. Click on SubCategory dropdown menu
Priority. Wedium and Select Guidance Question
Assigned To: — Not Assigned — ~ | Owner. Johndoe: "7
Urgency: Medium e Source: Call L,
KB Article created: No %
Description. Arial ElB 7 UlA JIA - = @Izl EBE EEILT LE
« i v

Repeat the above steps for the rest of the tickets.

= . KServer - Operational  Rol- [V RRd Scov- A
(S Kaseya Kaseya Service Desk Workshop
+ 00:00:00 [_No Timer Running] “You have 14 unread messages | johndoe | Logoff

M m B o o New~ (g GoTo (@ View (g Edt K Delete 3 Mark~ ({3 Group Updates [ Ticket~
3
Search P seiceDesk lomndoe SD v View: | — No View — ¥ New Pedi Resct
) service pesk <) | J_sD00000E ~|(3)[100 |v | sekcted: 2 | Viewing: 18 of &
D Summary Status. Stage Priory  Severty
VI =) ) JD_SD00000B the summary includes the keyword quote! New Mentified  Low One u: 4|
|5 Operations
Tickets. 7= 0| D_SD000007 the summary includes the keyword purchase! New Mentified  Low Oneu _
Organization Tickets 1
=0 J0_50000008  The summary includes the keyword Printer New Mentified  Low Gne u
Tasks Associated With Tickets
Archived Tickets = @ | /0_SD000005  The summary includes the keyword PantherSoft, but is categorized  New Mentified  Low Gne u
Knoviledge Base .
b e 53 @ | 10_sD000004  The Summary includes the keywords PantherSoft New Mentified  Low one u: |
51 Desk Configuration 4 Ui '
Desk Defntion General Notes
[ Templates
51 Common Configuration Description Hi,
|51 Procedures Defintion Thisis a test.
Stage Entry or Exit
Ticket Change Hohn Doe

Ticket Request De-Dup
Ticket Request apping
Goal

Escalation
Sub-Procedures.
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When a new ticket is created, the priority of the ticket must be calculated based on the severity and urgency of the ticket.
Accordingly to the calculated priority, the escalation, stage goal, and ticket due times must be set. The submitter and tier1
team must be notified.

Priority must have one of the five possible values, namely, Critical, High, Medium, Low, and Planning. The priority levels
must be defined as follows.

—  Critical is Priority 1
— High is Priority 2

— Medium is Priority 3
— Low s Priority 4

— Planning is Priority 5
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Priority level must be calculated based on Severity and Urgency as follows.

Medium

High Priority 1 Priority 2 Priority 3
Medium Priority 2 Priority 3 Priority 4
Low Priority 3 Priority 4 Priority 5

Escalation Time, Stage Goal Time, and Ticket Goal Time must be set as follows. Values in the table are in

hours.
-
Priority
Escalation Time Stage Goal Time Ticket Goal Time
Priority 1 4 9 36
Priority 2 8 17 68
Priority 3 16 33 132
Priority 4 32 65 260
Priority 5 64 129 516

Note: You may have noticed that the stage goal times for different priorities allows for two stage escala-
tions. Also, the ticket goal times for different priorities are 4 times the corresponding stage goal times,
counting for the Identified, Tier1, Tier2, and Solved stage goal times. This is just one way of coming up
with the related values for stage and ticket goal times; your desk may be very different.

Adjust Calculate Priority; make sure that all the steps setting the escalation and goal times are eliminated.
Next, you need to create three procedures that separately set the escalation time, stage goal time, and
ticket goal time, based on the calculated priority. Also, you need to fix the values for the existing procedure
variables, and add new variable, if need be.

13. Go to Sub-Procedure page.

14. Double-Click on Calculate Priority procedure.
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= - Kserver-Operaional o SRR 5con- [RERIRES
(Sd Kaseya Kaseya Service Desk Workshop

+ 00:00:00 “You have 18 unread messages | johndoe | Logoff
m EB 2 : (C Add Folder (%] Import Folder/Procedure (3% Export Folder “@) Expand All ‘@ Collapse Al

v Shared Folders
2 B shared —
{) service Desk oz ms| 14. Double-Click on Calculate Prierity procedure l
5] Aulo] £5ign Category and SUBCAtEGoTy d ly to folders underneath a Shared cabinet:
[ calcuiate Priorty = Ifthe Apply share rights from parent folder checkbox in the Share Folder dialog box is
=) Operations. checked, a folder's share rights are determined by the parent foider. Otherwise, the folder's share
Tickets. rights can be set independently from the parent.

It you have rights to delete a folder, deleting that folder deletes all objects and sublolders as wel,
regardless of share rights or ownership assigned to those subfolders.

= Selecta Tolder, then click the Share Folder button to dispiay the Share Folder dialog

o You can share specific rights o a fokder with any individual user or user role

o Adding a user or user role to the Shared Pane allows that user to run any obiect in that

folder. No additional rights, including Views, have to be assigned to the user or user role to
= Desk Configuration run the object

Desk Defintion

Organization Tickets
Tasks Associated Wih Tickets
Archived Tickets.

Knowledge Base

Search Al

Checking any additianal rights—such as View, Edit, Create, Delete, Rename, or

1 Templates Share—when you add the user or user role provides that user or user role with those:
# Commen Configuration additional rights.
= Procedures Definition © View does not refer to being able to view the folder. If you assign a user 1o the share folder

without giving the user the View right, the user must stil be able to see the fokder and its
oblects 1o be able to select and run the object. Instead View means the user o user role can
Ticket Change display the detais of the object and export t, beyend just running the object.

Share means the user o user 0l can assign share rights for a selected folder using the
same Share Folder dialog box you used to assign them share rights.

Stage Entry or Exit

Ticket Request De-Dup

Sub-Procedures

0/core/Kl 7 T 1d=3609c7c2-618f-4921-ad0

37efd8chs

15. Select the steps that set Escalations and goals.
16. Click on Delete button.

Repeat the steps for every step that sets Escalation and Goal.

Calculate Priority 16. Click on Delete =)E3
New Step  MNew F Copy Procedure Properties >
5 [ calculate Priority ~| | Comments:

4@ Tests if Severity Contains High
3 9 Custom Fiskd Urgency is Equall 15. Select the steps that set Escalation and Goals.
B3 Sets Prioity to Critical L\
| B Seis he escalation ime (o [=Escalation_Priority1=] Hours using :vl
B Sets the stage exit goal time to [=SLA_Priority1=] Hours using Cox
= @ Cusiom Field Urgency s Equal To Medium
B Sets Priority to High
B Sets the escalation time to [<
| B Sets the stage exit goal time to

Step Type: Sets the time when the ticket should be escalated
Time. v

Step Options

calation_Priority2-] Hours using C|
Enter the value for the escalation time:

=SLA_Priority2=] Hours using Co
5 @ Custom Field Urgency Is Equal To Low [=Escalation_Priority1=]
B Sets Priority to Medium
B Sets the escalation ime to [-Escalation_Priofity3-] Hours using C.
5@ Tosts I Severity Contains Medium
5 @ Custom Field Urgency Is Equal To High
B eis Priority to High iConinucon'fal
B Sets the escalation fime to [-Escalation_Priority2=] Hours using C.
| = Seis the stage exi goal time to [=SLA_Priority2-] Hours using ij
=) @ Custom Fizld Urgency Is Equal To Medium
= Sets Priority to Medium
5 Seis e escalalion Tme (o [~Escalation_Priority3=] Aours using C
| )
5% Custom Fieid Urgency s EqualTo Low
B eis Priority to Low.

B Sefs the escalation time to [=Escalation_Priority4=] Hours using C¢ =
< m 3

The unt of time that the Time Value applies:

Hours using Coverage Schedule ~
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B Sets the stage exit goal tine to

Save and Close save Saveas Cancel

Ittps://vlab. kaseya.net/vsaPres/Web20/ core/KHome aspfir.

17. Click on Save and Close.
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Calculate Priority 73x
New Step  New FF copy Delets Procedure Properties )
= LT Calculate Priority Comments:

5@ Tests if Severity Contains High
5 @ Custom Field Urgency Is Equal To High
= St Priority to Critical
5 9> Custom Field Urgency is Equal To Medium
= Sets Priority to High
3 4 Custom Field Urgency ks Equal To Low
B sets Priority to Medium
2@ Tests if Severity Contains Medium
= @ Custom Field Urgency Is Equal To High The name of the property to assign:
B Seis Priority to High Priority v
= 9 Custom Field Urgency Is Equal To Medium
= Sets Priority to Medium
= 9 Custom Field Urgency Is Equal To Low
= Seis Priority to Low.
9 Tests i Severity Contains Low
= @ Custom Fiekd Urgency s Equal To High
B Seis Priority to Medium
= @ Custom Field Urgency Is Equal To Medium
= Seis Priority to Low.
59 Custom Field Urgenoy ks Equal To Low
= Sets Priority to Planning

17_ Click on Save and Close

Save and Close save SaveAs Cancel

Step Type: Assigns a property of the new ticket
Assign Ticket Property v

Step Options

Flanning

Continue on fail

https://vlab.kaseya.net/vsaPres/Web0/core/KH a T NebW 1d=3eD97 2-618f-4921-ad07 - 777637 efdBcb#

- Now, you need to create sub-procedure to set the Escalation Time.
18. Click on New Procedure.

19. Type Set Escalation Time in the Name textbox and click on New IF.

w
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2
Q
o
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L
)
3
Qo
77
o
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Hew Procedure 19.2 Click on New IF 7|5
NewStep  New F Procedure| 19 1 Type Set Escalation Time and click on New IF ]
&) Name:
()
Description:
o
—
Save and Close Save Save As Cancel

20. Click on Condition Type and select
21. Click on The Name of the property test and select Priority.
22. Click on the next dropdown menu and select Contains.

23. Type Critical the textbox and click on New Step.
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MEwPrgg% 23.1 Click on New Step 2/alx

NewSiep MewF  ToggleEke  Copy Delete Procedure Properties »
= [/ sst Escaiation Time Comments:
& Tests if Priority Contains

20. Click on Condition Type dropdown menu
and Select Test a Property of the New Ticket
Condition Type: Tet AIUE UTE PTUPETIY UIT & VTt
Test a Property valué of the New Tieket -

21. Click on The name of the property teir"Jn

n Options

and Select Priority

T, e of the property to test

Priority
e LIZ/Z Click on dropdown menu and select Contains

Contains v

@, Type Critical in the textbox and click on New Step

Save and Close Save Save As. Cancel

24. Click on Step Type dropdown menu and select Set Escalation Time.
25. Type [=Escalation_Priority1=] in the textbox
26. Click on The Unit of time dropdown and select Hours using Coverage Schedule.

27. Click on New IF.

Wew Proceaure | 2/~ Click on New IF 2ox
MewStep  New IF Copy Delete Procedure Properties =
1 [/ setEscalation Time. Comimes
3 @ Tests if Priority Contains Critical
B9 Seis ine escalation, ime Jg Minutes using Coverage, Schegul -
24_Click on Step Type dropdown menu and
Select Set Escalation Time
Step Type: Sets (] e when fe Teket Snouid be escalated

Set Escalation Time -

click on The Unite of time dropdown menu
Enter the vall

step DmLQs Type [=Escalation_Priority1=] in the textbox and

The unit of fime that the Time Value applies:

v

26. Click on The Unit of time dropdown
Continug on fai and Select Hours using Coverage
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Schedule

Save and Close Save Save As Cancel

Repeat the above steps for all 5 Escalation Priorites and click on Save and Close.




74 Chapter 14 — Service Desk Hands-On Exercises Sadjadi et al.

Priority Escalation Time

Critical Escalation_Priorityl
High Escalation_Priority2
Medium Escalation_Priority3
Low Escalation_Priority4

Planning Escalation_Priority5

New Pracedure 2)3lx
New Step  New F Copy Delete Procedure Properties -
'3 ] Set Escalation Time, Comments:

5 @{Tests if Priority Contains Critical
T Sets the escalation time to [-Escalation_Priorityt-] Hours using Coveraf
J @ Tests if Priority Contains High

Step Type: Sets the time when the ficket should be escalated

calation_Priority3=] Hours using Coverafi | | >0t Cocalation Time

Step Options
calation_Priority4=] Hours using Coveral
Enter the value for the escalation time:

 to [=Escalation_PriorityS=] Hours using Coveral [=Escalation_Priority4=]

The unt of ime that the Time Value applies:

Hours using Coverage Schedule ~

7] Continue on fai
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- Next, you need to create set the procedure variables corresponding to the Escalation times with
respect to the five different priorities in your desk according to the below table.

_________priority _______| Escalation Time (h

S9S1349X

Priority 1 4
Priority 2 8
Priority 3 16
Priority 4 32
Priority 5 64

28. Go to Procedure Variable.
29. Select the radio button next to Escalation_Priority1.

30. Click on Edit.
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=
(S Kaseya Kaseya 54 30. Click on Edit
o 00:0000 “You have 19 unread messages | johndoe | Loooff
mm ? @ o tew | Feat| K pecte
Email_Changr 4 S
@ servies pesx o e
Emai_Changellanager Al D Escalation_Priory!
g SO Email Kaseyaserver Al Descripton: Hours before escalation when priority=critcal
Organization Tickets. Email_ProblemManage Al Set: Al
Tasks Associated With Tickets Emal_ReviewTeam Al Vale: 1
St Ticers Emai_Specalsts Al
Knowledge Base
Search Al Email_SupportManage Al
=) Desk Configuration 29. Select the radio button next to Escalation_Priority1
Desk Definition — PR
= Templates. @ Escalation_Priortyl Al
Desk Templates
Escalation_Priority2 Al
Note Templates.
Message Templates Escalation_Priorty3 Al
= Common Configuration Escalation_Prioritys Al
Global Settings Escalation_PrioriyS Al
Role ~
useq 28. Click on Procedure Variables
Incomir ‘mall and Alarm Seffings. Al
Procedure Variables SLA_Priority3 Al
Policies. SLA_Priority4 Al
Coverage Schedules O | sLA_Priortys Al
Holidays
SupportSignature Al
= Procedures Definition
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal
Escalation
Sub-Procedures. ~|Sekected: 1 | Viewing: 1-13 of 19
Edit Variable L=Es

= Update & variable's description and value. The set determines where the
@  verisble can be used nthe VSA. You can define two variables with the
same name, providing they are assigned different sets. Variable values

cannot be changed dynamically within  procedure.

D* Escalation_Priority1
Description Hours b 2

31. Type 4 in the textbox and click on Save
Set*: Al
Value: |

Save Cancel

1 Click on Save
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Repeat the above steps for all of the Escalation Priority and set the value according to the table.

- Next, you need to create sub-procedure to set the Stage Goal Time using the below table.
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Priority Stage Goal Time

Critical SLA_Priority1
High SLA_Priority2
Medium SLA_Priority3
Low SLA_Priority4
Planning SLA_Priority5

32. Go to Sub-Procedure page.
33. Click on ITIL Sub-Procedures folder.

34. Click on New Procedure.

You have 19 unread messages | johndoe | Logoff

(;’ Kaseya Kaseya Service Desk Workshop
mm ? v
{) service besk

ichets

0:00:00

(g Share Folder (" Add Folder (3 Delete Foider (L) Rename Foider s New Procedure| (™ import FolderProcedure (3 Export Folder {5} Folder Properties

Sharad Eald Frocedure.
= [Esnarea| 33. Click on [TIL Sub-Procedures folder ] 34. Click on New Procedure]
@ (= Custon] /S0 _Aufomation

5 G ML Sub-procedures
5] Auto Assign Category and SubCategory = 'Fthe Apply share rights from parent folder checkbox in the Share Folder dialog box is

The folowing Share Folder guidelines apply to folders undemeath a Shared cabinet

- i checked, a folder's share rights are determined by the parent folder. Otherwise, the folder's share
Organization Tickets Gt i rights can be set independently from the parent
Tasks Associated With Tiokets - 5 setescalaton Time = Ifyou have rights to delete & folder, deleting that folder deletes al jects and subfoiders as well,
Archived Tickats regardless of share righis or ownership assigned o those subfolders.
Knowledge Base = Select a Tolder, then click the Share Folder buton to display the Share Folder dislog.
Search Al o “You can share specific ights to a folder with any individual user or user rol.

3 Desk Configuration o Adding a user or user rok tathe Shared Pane alows that user to run any obiect in hat
et s folder. No addtonal rghts, including Vieww, have fo be assigned to the user or user role to

run the oblect.
5 Tempiates

© Checking any sdditionai rights—such as View, Edit, Create, Delete, Rename, or

i Share—when you add the User or User role provides that user or user role wilh those

Note Tempiates adgiionsl rights.

Message Templates © View does not refer to being able o view the folder. If you assign a user (o the share folder
= Common Configuration without giving the user the View right, the user must st be able to see the foider and s

objects fo be able to select and run the object. Instead View means the user or user role can
display the detais of the object and export , beyond just running the object
© Share means the user or user role can assign share rights for a selected folder using the
UsscHrelscencer. same Share Folder dialog box you used to assign them share rights.
Incoming Email and Alarm Settings
Procedure Variables
Policies.
Coverage Schedules
Holays
3 Procedures Defintion
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup

Global Settings
Role Preferences

i
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Ticket Reqy
Goal
Escalation

32. Click on Sub-Procedure

ttps:

S9S1349X

35. Type Set Stage Goal Time in the Name textbox and click on New IF.
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35.1 Click on New IF
New Procedure EA=1E3
= RS Procedd 39- Type Set Stage Goal Time in the textbox
S and click on New IF
a Name:
o
Description
Save and Close Save Save As Cancel
ttps://viab kaseya.net/vsaPres/Web20/core/KH 2 1d=7acObbf5-048f-4cl d-803e-531 defaz3ses

36. Click on Condition Type dropdown menu and select Test Property value of a New Ticket.
37. Click on The Name of the property to test dropdown menu and select Priority.
38. Click on the next dropdown menu and select Contains.

39. Type Critical in the textbox and click on New Step.

Hew pmcel 39.1 Click on New Step 2 3I%

NewSice  NewF  ToggleEse  Copy Delete Rigceduleonectics »
& [ 5et Stage Goal Time Comments:
@ Tests if Priority Contains 36. Click on Condition Type dropdpwn menu
and Selcet Test Property value of a New
Ticket
Condition Type: ¥sts the value of a property on an object
Test a Property value of the New Ticket v

tions.

37. Click on The name of the property to test
and select Priority

e property to test

Priorty 38. Click on the dropdown menu
and Select Contains

Containg| B3
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[%, Type Critical in the textbox and click on New Step ]

Save and Ciose save SaveAs Cancel

40. Click on Step Type dropdown menu and Select Set Goal Time.
41. Type [=SLA_Priority1=] in the textbox and click on The Unite of time dropdown menu

42. Select Hours Using Coverage Schedule.
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New Procedure

NewStep  New F Copy Delete

3 [ set Stage Goal Time
5@ Tests if Priority Contains Critical

« I

Save and Close Save Save As

Procedure Properties »

Comments:

O Sefs the stage ext goaltime to [=SLA_Priority1=] Hours using Coverage

Step Ty and Select Set Goal Time

Set Goal Uffie ~

Lfij Click on Step Type dropdown menu

41. Type [=SLA_Priority1=] in the textbox and

Step Opti
gt The Unite of time dropdown menu

click on

Enter the val
[-5LA_Priorty-]
The unit of time that the Time Value applies:

Hours using Coverage Schedule v

42. Select Hours using Coverage Schedule
e

Cancel

Repeat the above steps for all of the SLA Priorities and click on Save and Close.

New Step  New I Copy Delete

(== s
TS Kaseya Service Desk Work:
&« C | & https;//vlab.kaseyanet/vsaPres/Web20/core/KHome.aspxfirstin=True&ReferringWebWindowld=7acdbbf5-448f-4c1d-80 1% a?
New Procedure 2000
Procedure Properties |

= [ Set Stage Goal Time.

= | Tests if Priority Contains Critical

£ et the stage exit goal tme to [=SLA_Priority1=] Hours using Coverage
514 Tests if Priority Contains High

T3 Sets the stage exit goal time to [-SLA_Priority2-] Hours using Coverage
=1 @ Tests if Priority Contains Medium

£ sets the stage exit goal tme to [=SLA_Priority3<] Hours using Coverage
1@ Tests if Priority Contains Low

O3 Sets the stage exit goal time to [-SLA_Priority4-] Hours using Coverage
21 Tests if Priority Contains Planning

£ Sets the stage extt goal tme to [=SLA_Priaritys=] Hours using Coverage

Comments:

Step Type: Sets the stage exct goal time
Set Goal Time N

Step Options

Enter the value for the escalation time:

[=SLA_Priority5=]

Click on Save and Close T
save andCiose| | Save Save s Cancel

- Next, you need to create set the procedure variables corresponding to the stage goal times with

The unit of time that the Time Value applies:

Hours using Coverage Schedule ~

[F] continue on fail

respect to the five different priorities in your desk according to the below table.

________priority | Stage Goal Time (h

Priority 1
Priority 2
Priority 3
Priority 4
Priority 5

43. Go to Procedure Variables page.

44. Select the radio button next to SLA_Priority1.

9
17
33
65

129
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45. Click on Edit.

7 KServer- Operaional o= ISECTNINNN o>~ TN
I' Kaseya Kaseya Sef 45. Click on Edit
“You have 19 unread messages| johndoe | Logoft
m [13 2 A o New | 2 Edit| %K Delete
Email_ChangeManagemen ¥ 100 | v Smac
{) service Desk 2 ==t S
Email_ChangeManage: Al I SLa_priority
KL b Email KaseyaServer All Description: Critical Priority Response GOAL
Organization Tickels Email_Problemiianage All Set Al
Tasks Associated Wilh Tickels Email_ReviewTeam Al Valve: 1

S Email_Specialists Al
Knowledge Base
Email_Supportidanage Al

Seareh Al
= Desk Confguration Emai_Tier{Support Al

Desk Definttion Email_Tier2Support Al
= Templates

) Escalation_Priority1  All
Desk Templates.

Note Templates.
Wessage Templates

et Coutanom Con oy ralion L|4/4 Select the radio button next to SLA_Priority1

Escalation_Priorty2 Al
Escalation_Priorty3 Al

Global Settings
Role Preferences

=@ SLA_Priority1 All
User Preferences. 3
Incoming Emai and Alarm Seftings SLA Friony2: Al
Procedure Variables SLA_Priority3 All
Policies All
coverage{ 43. Click on Procedure Variables =

Holidays
|J Procedures Definition
Stage Entry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal
Escalation
‘lab kaseya.net/vsaPres

SupportSignature Al

1419 of 19

46. Type 9 in the value textbox and click on Save

Edit Variable 2)@lx]

= Update & variable's description and value The set determines where the

@  vereble can be used n the VSA. You can define two variables wi fhe
same name, providing ey are assigned different sets. Variable values.
cannot be changed dynamicaly within  procedure.

D= SLA_Priority1

Description: Criticay -

- [_‘46 Type 9 in the textbox and click on Save
et All

Value: I

Save Cancel

46.1 Click on Save
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Repeat the steps above for all 5 priorities.

- Next, you need to create sub-procedure to set the Ticket Goal Time.
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Ticket Goal Time

Critical Goal_Priorityl
High Goal_Priority2
Medium Goal_Priority3
Low Goal_Priority4
Planning Goal_Priority5

47. Go to Sub-Procedure page and click on New Procedure.

48. Type Set Ticket Goal Time in the Name textbox and click on New IF.

NewStep  New F

a.

48.1 Click on New IF
New Procedure

Description

BEEs

procead 48. Type Set Ticket Goal Time in the textbox
and click on New IF
Name:
(]

7ac9bbf5-448f-4 c1d-803e-531 ddfaa3358#

49. Click on Condition Type dropdown menu and select Test Property value of a New Ticket.
50. Click on The name of the property to test dropdown menu and select Priority.
51. Click on the next dropdown menu and select Contains.

52. Type Critical in the textbox and click on New Step.
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Hew pmcsl 521 Click on New Step 2 00%

New Step  NewF  ToggleElse  Copy Delete Procedure Properties »|
= (] Set The Tickst Goal Time. Comments:

4@ Tests if Priority Contains.
49_ Click on Condition Type dropdpwn menu
and selcet Tesf Property value of a New Ticket|
Value 0 a property on an object

Tondion Type. Teeh

Test a Property value of the New Ticket v

Comn Dp‘@ Click on The name of the property to test

and select Priority
Ihs name of the

51.Click on the dropdown menu |- =
and select Contains

oo LI? Type Critical in the textbox and click on New Step

Save and Close Save Save As Cancel

53. Click on Step Type dropdown menu and select Set Ticket Goal Time.
54. Type [=Goal_Priority1=] in the textbox and click on The Unite of time dropdown menu.

55. Select Hours using Coverage Schedule from the list.

Hew Procedure o
NewStep  New F copy Detete e Eonatiax »
3 (] set The Ticket Goal Time: Comments:
3 @ Tests if Priority Contains Critical
3/ Sets the ticket ext goal tme o [~Goal_Priority1=] Hours using Coverage 53, Click on Step Type dropdown menu
and select Set Ticket Goal Time
Step Type] #éis the ficket exit goal time

Set Ticket Goal Time v
L?i Type [=Goal_Priority1=] in the textbox and click on

step Optf

The Unite of fime dropdown menu
O The ESEamIo e

Enter the val
[=Goal_Priority1=]

The unit of tme that the Time Value applies:

Hours using Coverage Schedule v
54 .1 Click on The Unit of time dropdown
Continue on fail and select Hours using Coverage Schedule
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Save and Close save save As cancel

Repeat the above step for all of the Goal Priorities and click on Save and Close
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New Procedure 7|o%
NewStep  New F Copy Delete Procedure Properties )
[5 LT Set Ticket Goal Time, Comments:

5@ Tests if Priority Contains Critical

] Sets the ticket exit goal tme to [=Goal_Priorityt=] Hours using Coverage
=1 @ Tests if Priority Contains High

] Sets the ticket exit goal time to [Goal_Priority2=] Hours using Coverage
=4 @ Tests if Priority Contains Medium

3 Sets the tickst exit goal tms to [Goal_Priority3-] Hours using Caverage
4@ Tests if Priority Contains Low

T Sets the kst et goal tms to [Goal_Priority4-] Hours using Coverage
= <@ Tests f Priority Contains Planning Enter the value for the escalation time:

T Sets the tickst ext goal tms to [Goal_Priority5-] Hours using Coverage [-Goal_Priortys-]

Step Type: Sefs the ticket exit goal ime
Set Ticket Goal Time. ~

Step Options

The unit of ime that the Time Value applies:

Hours using Coverage Schedule v

7] Continue on fai

T Click on Save and Close ;
Save and Close| Save Save As Cancel

- Finally, you need to add more procedure variables corresponding to the ticket goal times with
respect to the five different priorities in your desk according to below table.

_______priority | Ticket Goal Time (h

Priority 1 36
Priority 2 68
Priority 3 132
Priority 4 260
Priority 5 516
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56. Go to Procedure Variable page

S9S1349X

57. Click on New.

57, Click on New KServer - Operational  Roke ISTICNRA Score ECEENNGA
“ Kaseya Kaseya op

4+ 00:00:00 [ Mo Timer Running] “You have 19 unread messages | johndoe | Logoff

[I] m ? l,n_ e tiew | P Edit Y Delete
- [3) | Email_ChangeManagemen| v | (7] [ 100 |~ General
D Set et

{) service pesk

Tokets

Emai_Changelianager Al o Emai_Changelfanagement
Email_KaseyaServer Al Description: Notifies Change Management by email
Organization Tickets

Tasks Associated Wih Tickets
Archived Tickets

Emai_Problemlianage Al Set Al
Emai_ReviewTeam Al Value: [=Email_ReviewTeam=]

Emai_Specialists Al
Knowledge Base

Search All

= Desk Configuration
Desk Definttion

S Templates
Desk Templates
Note Templates.
lessage Templates

Email_Supportiianage Al
EmailTierlSupport Al
Emai_Tier2Support Al
Escalation_Priority! Al
Escalation_Priority? Al
Escalation_Priority3 Al
= Common Configuration Escalation_Priority4 Al

Global Seftings. Escalation_Prioritys Al

Role
A1
userpref|  90- Click on Procedure Variables
L‘ ,—___vwww_] Al
Incoming Em| /And Alarm Settings

Procedure Variables

Policies. SLA_Priority4 Al
Coverage Schadules SLA_Priorty5 Al
Holdays

O supportsignature Al
= Procedures Definttion

Stage Entry or Exit
Ticket Change

Ticket Request De-Dup
Ticket Reguest Mapping
Goal

Escalation
+//vlab.kaseya.net/vsaPres/Web20/core/KHome.aspidffir.., ving: 1-1% of 19
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58. Type Goal_Priority1 in the Name textbox.
59. Click on Set dropdown menu and select All.
60. Type 36 in the Value textbox.

61. Click on Save.

Add Variable QR

= Define a variable identifier, description and value. The set determines.
@  where the variable can be used in the VSA. You can defin two
variables with iy ic i

Variable m\ues'\ii Type Goal_Priority1 in the textbox and

click on Set
[
Sl LIS/Q Click on Set dropdown menu and select All
Descripton
Sett Al 2
Value: [

ﬁ\GO. Type 36 in the Value textbox ]

Save Cancel

61.Click on Save

Repeat the above steps for all 5 Goal Priorities according to the table.

To adjust Incident enters Identified, you need to call the three new procedures right after Calculate Priority
is called. You notice the use of Email_Tier1Support for referring to Tier1Support pool, which introduce
inconsistency to your desk. To address this issue, instead of Email_Tier1Support use Pool. Remove the
Set Escalation Time step.

- Adjust the Incident enters Identified procedure
62. Go to Stage Entry and Exit page.

63. Select Incident Enters Identified procedure.
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64. Click on Edit Procedure.

= KServer - Operational G system |~ JEEEE system |~ |
1Sg Kaseya Kaseya Sq 64. Click on Edit Procedure

4 00:00:00 [_No Timer Running] “You have 19 unread messages | johndoe | Logoff
mmom ? tf £ Edit Procedure| JK Delete Procedure (9 Export Procedure 2] Rename Procedure 433 Folder Properties

v Standard Script Used By
=B snarea
) service Desk (= Customer_SB_Automation 3 (] ncident enters Identified *®
(= Customer_S0_B B8 Fxecuie dhe procedure ML Sub-procedures. Auto Assign Category and SubCategd

Tickels o SC3Jonndoe § 63. Select Incident Enters Identified |e procedure ML Sub-procedures Calculate Priorty
Oroanization Tiskats [ inciden Twse o0t to Tiert Support.
Tasks Associated With Tickets 5] incident enters Identified ™ Sends the message Ticket Created to the pool Tier1 Support
Archived Tickets [E] ncident enters Rejected ™ Send an email to [~Email_Tiert Support=].
Knowledge Base [ Incident enters Solved ™ 5end an email to [$SubmitterEmailAddressS]
Search Al [ Incident enters Specalist 5 5ets the escalation time to 15 Minutes using Coverage Schedule

|5 Desk Configuration [El Incident enters Tiert
Desk Defintton 2 Incident enters Tier2

|5 Templates (= KnowledgeBase
Desk Templates.
Note Templates

Message Templates

= Common Configuration
Global Settings.
Role Preferences.

]

User Preferences
Incoming Emai and Alarm Settings
Procedure Variables.

Foiicies.

:z:;r 62. Click on Stage Entry and Exit
|5 Procedures | #finition

Stage Eniry or Extt
Ticket Change

Ticket Request De-Dup
Ticket Request Wapping
Goal

Escalation

ttps://vlab.kaseya.net/vsaPres/Web20/ core/KHome aspifi..
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65. Select the last step, namely, the Set Escalation Time step.

66. Click on Delete.

Incident enters Identified 66. Click on Delete 2]E)x
NewStep  New FF Copy Cete Procedure Properties »l

= [ incigent enters identified Comments:
B Execute the procedure L Sub-procedures. Auto Assign Category and SubCateg
B Execute the procedure ML Sub-procedures.Calculate Priority
B Seis Pool to Tier1Support.
= sends the messag|  65. Delete the last step, namely, the Set
B Send an email to [ Escalation Time step
B Send an email to [§"
B Sets the escalation time to 15 Minutes using Coverage Schedule

Step Type: Sets the fime when the ticket should be escalated
Set Escalation Time v

Step Options
Enter the value for the escalation time:
15

The unit of fime that the Time Value applies:

Minutes using Coverage Schedule ~

Continue on fail

Save and Close save SaveAs Cancel

67. Select Send an email to [=Email_Tier1Support=] step.
68. Type [$Pool$] in To: textbox.

69. Click on New Step.

Incident| 69. Click on New Step o

New Step  New FF Copy Delete Procedure Properties =
= (] ncident enters identified Comments: =
B Execute the procedure ML Sub-procedures Auto Assign Category and SubCateg
B Execute they s
= Sets Pool ‘gj? Select Send an email to [=Email_Tieri Support=]

B Sends the megAge Ticket Created to the pool Tierd Support.
9 Send an email to [=Email_Tier1 Support=].
B 5end an email to [$ SubmitterEmailadres ss].
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Step Type: Send an email from the server (address specified in the
Configure function under the System tab)
Send Email >

Step Options

Send the emailif the body contain the [SChangesAsHIIS]
or [SChangess] and those properties are empty due 1o hidden
notes. £

S9S1349X

Enter a message template. Any other fizkds of this step wil
override the values i the message template.

Ticke! Created ~
Enter the address emails used as the sender:
[=zmtl/68. Type [$Pool$] in To textbox

To: Sepal4fe mutiple email addresses. with commas:

CC: Separate multiple email addresses with commas:

BCC: Separate multple email addresses with commas:

Save and Close save SaveAs Cancel

https://vlab.kaseya.net/vsaPres/ W

b20/core/KHome.aspifi

70. Click on Step Type dropdown menu

71. Select Execute a Common Procedure.

72. Click on Select the script to execute dropdown menu
73. Select ITIL Sub-procedures.Set Escalation Time.

74. Click on New Step.
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incident| 74. Click on New Step 2al%

New Step|  New F Copy Delete Procedure Properties )
= [ Incident enters Identified Comments:
B9 Execute the procedure ML Sub-procedures Auto Assign Category and SubCateg
B Execute the procedure ML Sub-procedures. Calculate Prior
B Seis Pool mp-neﬂguppon r e 70. Click on Step Type dropdown menu and
B3 Sends the message Ticket Created to the pool Tiert Support Select Execute a Common Procedure
3 send an email to [SPoolS] Step Type'| 4ECules a common Sub-procedure.

= 5end an email to [$ Submitte rEmailAddresss] S =

S Execute the procedure IL Sub-procedures. Set Escalation Time t?j Click on Select the script fo execute dropdown meny

stepOptie  angd select ITIL Sub-procedures. Set Escalation Time
Select the scr| /o execute:

TL Sub-procedures Set Escalaton Trmd] ~

Continue on fail

Save and Close Save Save As Cancel

75. Click on Step Type dropdown menu and Select Execute a Common Procedure.

76. Click on Select the script to execute dropdown menu and select ITIL Sub-procedures.Set Stage
GoalTime.

77. Click on New Step.

incident| 77. Click on New Step T

tep|  New IF Copy Delete Procedure Properties =
1 (] Incident enters Identified Commens
B Execute the procedure ML Sub-procedures. Auto Assign Category and SubCate¢
B Execute the procedure ML Sub-procedures. Calculate Priorty 75 Click on Step Type dropdown menu and
B 3eis Pool to Tierd Support
Select Execute a Common Procedure
B Sends the message Ticket Created to the pool Tierd Support.
= IR Step Type: ] ,#ites & common sub-procedure

= Send an email to [$ SubmitterEmailAddresss]. EXECHED Coumfe U e e

3 Executs the procedurs ITIL Sub-procedures. Set Escalation Time T 76. Click on Select the script to execute dropdown menu
3 Execute the procedure ITIL Sub-procedures.Set Stage Goal Time: and Select ITIL Sub-procedures.Set Stage Goal Time

Selectthe

L Sub-procedures. Set Stage Goal Time ~

Continue on fail
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Save and Close Save Save As Cancel

78. Click on Step Type dropdown menu and select Execute a Common Procedure.

79. Click on Select the script to execute dropdown menu and select ITIL Sub-procedures.Set Ticket
GoalTime.

80. Click on Save and Close.
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Incident enters Identified 75X
New Step  Hew FF Copy Delete Procedure Properties )
3 [ Incident enters dentified o
B Execute the procedure ML Sub-procsdures Auto Assign Catsgory and SubCate¢
B Execute the procedure ML Sub-procedures. Calulate Priorty 75 Ciick on 5iep Typa Gropdown ment and
B sets Pool to Tiert Support
B9 Sends the message Ticket Created to the pool Tier1Support. Select Execute a Common Procedure
B3 Send e o [$P00] Step Type:| 4écutes a common sub-procedure

™ Send an emailto [$SubmitterEmailAddressS] EXOS S CoTI b Do bt
I Execute the procedure TIL Sub-procedures, Set Escalation Time 79. Click on Select the script to execute dropdown menu
Step Op)
B Execute the procedure ITIL Sub-procedures. Set Stage Goal Time and Select [TIL Sub-procedures.Set Ticket GoalTime
O Execute the procedure ITIL Sub-procedures. Set Ticket Goal Time ek iy ol -
ITIL Sub-procedures Set Ticket Goal Time] v

[ continue on fail

= 80. Click on Save and Close| 5

Save and Close. Save Save As Cancel

To verify the changes to the Incident enters Identified procedure and its Calculate Priority sub-procedures.
Create 9 tickets that include all the 9 combinations of different Severity and Urgency values. Verify the
calculated Priority. Based on the ticket creation times, calculated priorities, and default SLA coverage
schedule, verify the escalation and goal times.

81. Go to Operations > Tickets and click on New > New Ticket.

er

= . ona ol
" Kaseya Kaseya Service Desk Workshop — el =l

= ” 00:00:00 “You have 24 unread messages | jonndoe | Logoff
82. Click on New >New Tickef |- = ! !
m [B » £ o1 - _ Byuark= (3 [ Ticket~
> T v vew v

+ Now Ticket Service Desk: | Johndoe_SD — Ho View — e niew Prear Freset

) service besk = AddNote v 100 |v | Selected: 1 | Viewing: 18 of 8
D Summary Status. Stage Priorty | Severity
81. Click on Tickets
3 Operatesy V[ 50 @ 0_SDO0000E  the summary includes the keyword quote! New dentified  Low One us
Tckets 5370 0_SD000007  the summary includes the keyword purchase! New dentifled  Low oneu _
Organization Tickets. T
500 10_sD000005  The summary includes the keyword Priner New dentiled  Low ane uf
Tasks Associated Wi Ticksts
Archived Tickets 53 @) | ID_SD000005  The summary includes the keyword PantherSoft, butis categorized  New Mentified  Low One u
Knowledge Base
S 53" @) J0_SD00000¢  The Summary includes the keywords PantnerSoft New dentified  Low oneus
= Desk Configuration d L k
Desk Defintion General Notes
= Templates
Desk Templates Description
Note Templates
Message Templates

= Commen Configuration =
Global Seftings.
Role Preferences
User Preferences
Incoming Email and Alarm Seftings
Procedure Variables
Policies
Coverage Schedules
Holdays.
= Procedures Definition
Stags Entry or Exit
Ticket Change
Ticket Request De-Dup.
Ticket Request Happing
Goal

82. Type Test#1 in the Summary textbox.
83. Click on Urgency dropdown menu and Select High.

84. Click on Severity dropdown menu and Select Whole Company(High)
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Create a New Ticket EAll=1IE3
B sove ana ciose [ save ananew @ Cancel
Generat Hotes Related tems

= summary

Service Desk”

on A/BZ Type Test#1 in the Summary textbox
onn

Summary* Testt

Submitter Name: johndoe. Organization; Pl

Submitter Emait Johndoe@is-jonndoe. edu

Machine Id P Contact L
Phone Humber: 2]
Contact Emai

Projected (| v Category: —ng 84. Click on Severity dropdown menu
\Work Performed On (| ~ SubCategory: and Select Whole Lampany(Hrgh)
Status: New v Severiy: ole Company (High! =

Priority: M Policy:
83. Click on Urgency and Select High
Assigned To - Owner ohndoe: ~

Urgency: High - Source: cal v
KB Articke created: | No -
Description: Arial B 7 UulA A A ¥

Repeat the above steps for other 8 tickets using combination of different Severity and Urgency.

(? Kaseya Kaseya Service Desk Workshop s O <o ETEINEG <o EECINE
o 00:00:00 You have 24 unread messages | johndoe | Loaoft
»| | duliew~ [§GoTo (Q View (g Edit P Delete §Mark~ [ Group Updates [P Ticket~
Search: iel Service Desk | Johndoe_SD' v View: | — No View — X o Hew P Edit Sg#Reset
<) 1o_soooo17 v|(3)[100 ||| selectea: 2 | viewing: 1-17 or 17
Summery | St Prorty  Severty Created Due Escalation Stage Goal Urgency Source
Test#3  MNew Planning  One user (Low) 8:41:27 pm 11-Juk12 1200.00 pm 10-Ock-12  4:00:00 pm 23-Jul12  5:00:00 am 03-Aug-12 Low cal =
Test|s  Mew Low Multiple users (Medium)  €:40:50 pm 11-JuF12 12:00:00 pm27-Aug-12  +:00:00 pm 17-JuM2  8:00:00 am24-Juk12 Low cal
Testi7  Mew Medum  \Whole Company (High) S:40:31pm 11-Ju1Z 1200:00 pm03-Aug-12  S:00:00am 12-Jub12 8:00:00 am 18-Juk12 Low cal
Tests  Hew Low One user (Low) 8:40:06 pm 11-Juk12 12:00:00 pm27-Aug-12  4:00:00 pm 17-Juk12  9:00:00 am 24-Juk12 Medium cal
Testfs  New Medum  Multiple users (Medium) E:39:42 pm 11-JUH12 12:00:00 pmO03-Aug-12  9:00:00 am 12-JuM2  8:00:00 am 18-Juk12 Medum cal
Testrs  Mew High Whole Company (High)  §:38:15 pm 11-JuK12 12.00:00 pm24-Jul-12  400:00 pm12-JuF12  9:00:00 am 16-Jul-12 Medum cal
Test!d  MHew Medum  One user (Low) 8:38:43 pm 11412 12:00:00 pm03-Aug12  S:00:00 am 12JuH12  8:00:00 am 18-Juk12 High cal
Testr2  Mew High Multple users (Medium) 83817 pm 11-Ju12 1200:00 pm2e-Juk12  4:00:00 pm 12-Jub12 8:00:00 am 16-Ju-12 High cal
Test#l New Criical  Whole Company (High) 8:35:19 pm 11-Juk12 4:00:00 pm 13-Juk12  12:00:00 pm 12-Juk12 5:00:00 am 13-Juk-12 High Cal
tha summans Mew | ow O usar oy BT oM A0ILAZ 26T A1) 39947 pm A2 LD 37 pm 1R IL1> Medum ca 52
< i v

G

Description:
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1. Ticket enters Tier1
When a ticket enters Tier1, do the following

If the ticket has already been assigned to an individual, make that individual to be the owner of the ticket.
The owner of a ticket is the person who is ultimately responsible for resolving the ticket.

The stage escalation and goal times must be reset based on the freshly calculated priority.

The status of the ticket should reflect that it is in progress. The stage escalation and goal times must be
reset based on the freshly calculated priority.

85. Go to Stage Entry and Exit page.
86. Select Incident enters Tier1 procedure.

87. Click on Edit Procedure.
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mm ? &
@) servics nosx

' Operations B
Ticksts

Organization Tickets
Tasks Associated With Tickets
Archived Tickets
Knowledgs Base
Search Al

‘= Desk Configuration
Desk Defintion

= Templates
Desk Templates.

Nete Templates
lessage Templates.

= Common Configuration £
Global Settings.

Rols Preferences

User Preferences.

Incoming Email and Alarm Settings
Procedure Variables

Policies

4 Kaseya Kaseya { 87. Click on Edit Procedure

4 000000
£ Edt Procedure| 9K Delete Procedure (dr Export Procedure 4]b Rename Procedure {5} Folder Properties
e 7 Standard Seript Used By
= [Eshared
(= Customer_SD_Automation = [ ncident enters Tiert

® (= Customer_SD_Basic B Seis Owner to [$Assignees]
@ (% Johndoe_SD

[E Incident enters Closed

[ Incident enters identified

[E) Incidenj enters Reiected

B mcider{ 86. Select Incident enters Tier1 procedure:

5] Incider P

[ Incident cfters Tier!

[E Incident enters Tier2
8 (2 KnowledgeBase

:::;LIXSS Click on Satge Entry and Exit

= Procedures | fintion
Stage Entry or Ext
Ticket Change

Sadjadi et al.

Kserver - Operatonsl __Rols EOECINNA Sc->* EEENNA

*You have 24 unread messages | johndoe | Logoff

Ticket Request De-Dup
Tickst Request Mapping
Goal

hitps://

20/ core/KH o

kasey

88. Click on Sets Owner to [$Assignee$] step and click on Delete.
89. Click on New IF.
90. Click on Condition Type dropdown menu and select Tests a Property value of the New Ticket.

91. Click on The name of the property test dropdown menu and Select Assignee from the list.
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92. Click on the dropdown menu and Select Exists.

93. Click on New Step.

nciag 93. Click on New Step

NewsStep| MNewlF  ToggleElse  Copy Delete
= [ ncigent enters T

Dressirnss| 89 Click on New IF

Procedure Properties »,

Comments:

select Tests a Property value of the New Ticket
Conditio| Aype: Tests the value of a property on an object
Test a Property value of the New Ticket %

Lﬂi’\ Click on The name dropdown menu

Ljﬁ, Click on condition Type dropdown menu and

Conditio|

and Select Assignee from the list
prom

The name'

92. Click on the dropdown menu and Select Extsslj 2

Save and Close save SaveAs Cancel

xiste ™~

94. Click on Step Type dropdown menu and Select Assign Ticket Property.

95. Click on The name of the property dropdown menu and Select Owner.

96. Type [$Assignee$] in the textbox and click on New Step.
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nadond  Click on New Step o=

New Step  New IF Copy Delete Procedure Properties =
= [ ncident enters Tiert Comalecis
i <@ Tests It Assignee Exists
O sets Owner to 94 Click on Step Type dropdown menu
and Select Assign Ticket Property
Step Type: Aiséfgns a property of the new ticket
Assign Ticket Property ~
A, 95._ Click on The name of the propei
=iy dropdown menu and Select Owner
The name oty _TopeTTy o EESg
owner] -

\
ﬁ\% Type [$Assignee$] in the textbox and
Contif

click on New Step.

Save and Close Save Save As Cancel

Repeat the above steps.

Incident enters Tierd BICIES
NewStep  Mew F Copy Delete Procedure Properties ™
5 € incident enters Tiert Coamments;
5 @ Tests if Assignee Exists
T Sets Owner to [SAssignees]
3 Exzcute the procedure ML Sub-procedures. Calculate Priorty
= Excecute the procedure ITIL Sub-procedures. Set Escalation Time
© Execute the procedure ML Sub-procedures. Set Stage Goal Time
= @ Tests if Status Does Hot Contain In Progress
1 sets Status 10 In Progress.

Step Type: Assigns a property of the new ficket
Assign Ticket Property -

Step Options

The name of the property to assign:

Status. v

In Progress

Continue on fail

Save and Close save Save As cancel
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Note: When a VSA user sets the Assigned To field (in the ticket editing form) to a specific SD technician,
the Assignee ticket property is set to the SD technician and the Pool ticket property does not exist any-
more. Vice versa, when a VSA user sets the Assigned To field (in the ticket editing form) to a specific pool,
the Pool ticket property is set to the pool and the Assignee ticket property does not exist anymore.

Note: When a ticket transits to a new stage, the Escalation Level is reset to 0, and the Escalation Time
and Stage Goal Time are reset to the values defined in the stage. If you want to set the Escalation Time
and Stage Goal Time based on the calculated Priority of the ticket, you need to set them using the Set
Escalation Time and Set Goal Time commands.

2. Ticket enters Tier2

No matter who is the Assignee of the ticket, when ticket transits to Tier2, it must be assigned to
Tier2Support pool. Notify the tier2 members by VSA message and tier2 and submitter by email.
The Escalation Time and Stage Goal Time must be reset based on the freshly calculated Priority.
The Status must be In Progress.
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You need to set the Pool to Tier2Support pool. You need to use Pool instead of Email_Tier2Support to
address the inconsistency issue. You need to call the sub-procedures for calculating the priority and for
setting the escalation and stage goal times. You need to make sure that Status is In Progress.

97. Select Incident enters Tier2 procedure.

98. Click on Edit Procedure.

KServer - Operational  Role [SECNNNNRA Scov ETCTNENRA
.‘ Kaseya Kaseya| 98_ Click on Edit Procedure
. 00:00:00 “fou have 24 unread messages | johndoe | Logoft
M M ? lﬁ & Edit Procedure| 9 Delete Procedure (@ Export Procedure 4]b Rename Procedure 5} Folder Properties
v Standard Script Used By
2 [Ef shared
{D) service Desk (= Customer_SD_Automation = [ ncident enters Tier2 <
@ (= Customer_SD._Basic B senos the message Ticket Assigned to Pool to the pool Tier2Support.
[ SRR, |5 jonnace s B Send an emailto [=Email_Tier2Support=].
= Operations - 8 f
e [5] Incident enters Closed B Seqd an email o [SSubmitterEmailAddres sS]
Orgaization Tickets [ Incident enters Kentified
Tases Assocetos i Tk b v
il B 97. Select incident enters Tier2 procedure
Knowledge Base
e [ hey renters-TrerT
3 Desk Configuration [E Incident enters Tier2
ek D 6 (= KnowledgeBase
= Tempiates.
Desk Templates
Note Templates
Message Templates
= Common Configuration L
Global Setings
Role Preferences
User Preferences
Incoming Email and Alarm Settings
Procedure Variables
Policies.
Coverage Schedules
Holidays
= Procedures Defintion
Teket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal
Ihtps://vlab kaseya.net/vsaPres/Web20/core/KH G i W 1d=e50180d9-cDfa-4990-0c48-075b44 09 cFE

99. Select Send an email Step.

100. Type [$Pool$] in the To textbox and click on New Step.
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190. Click on Edit Change Pool EA|[=1ES

@ . Change a Pool within the Service Desk module

10 SupportManagement
189. Select the radio
button next to
SupportManagement Fiter by Role: =

its-ksdw-00165@ita-provisioner.cis.| Jjohndoe

ted_wnndoe 192. Click on the right
tia-johndoe arrow button
tim-johndoe

tod-johndoe

tom-johndoe

trujohndoe | Select johndoe |~

Description

que Cancel

193. Click on Save

101.Click on Step Type dropdown menu and Select Assign Ticket Property.
102.Click on The name of the property dropdown menu and Select Pool.

103.Type Tier2Support in the textbox and click on New Step.
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ncicen  Click on New Step —

New Step  New F Copy Delete Procedure Properties ]
5 [ incident enters Tier2 Comments
= Sends the messags Ticket Assigned to Pool to the pool Tier2Support
3 send an email to [SPools]

B Send an email to [§SubmitterEmailAddresss], 101. Click on Step Type dropdown menu
I 5ets Pool to Tier2Support. and Select Assign Ticket Property

Step Type: o

Assign Tickef Property ~

and Select Pool

The nf

S‘Epuiz Click on The name of the property dropdown menu

Pool v

103. Type Tier2Support in the textbox and

Continl click on New Step.
Save and Close Save Save As Cancel
Incident enters Tier2
NewStep  New F copy Dekete Procedure Properties
= (] incident enters Tier2 Comments:

B Sends the message Ticket Assigned to Pool to the pool Tier2Support
©1 ets Pool to Tier2Support
©1/send an emailto [$Paols]
B9 5eng an emai to [$SubmitterEmailaddress$]
O Execute the procedure TIL Sub-procedures. Calculate Priory
Dl Execute the procedure ML Sub-procedures. Set Escalation Time.
Sl Execute the prosedurs TIL Sub-procedures Set Stage Goal Time
J @ Tests If Status Does Not Contain In Progress
1 cets Status to In Progress. The name of the property to assign:

Step Type: Assigns a property of the new ticket
Assign Ticket Property 3

Step Options

Status. v

nProgress|

Continue on fai
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Save and Close Save Save As cancel

3. Ticket enters Solved

Notify the submitter by email. The Escalation Time and Stage Goal Time must be reset based on the
freshly calculated Priority. Status must be Solved.

104.Then
105.Select Incident enters Solved procedure.

106.Click on Edit Procedure.
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[ = = Kserver - Operational  Role [SEETIENENG - EEETIENA
(S Kaseya Kaseya|  106. Click on Edit Procedure
4 00:00:00 You have 28 unread messages | johndoe | Locoff
m m ? I:f £ Edit Frocedure | 9K Delete Procedurs [ Export Procedure 2[b Rename Procedure {3k Folder Properties

v Standard Seript Used By
o [E shared
D service pesk (= Customer_SD_Automation 2 ([ incident enters Tier2. «
(= Customer_SD_Basic B9 Sends the message Ticket Assigned to Pool o the pool Tier2Support
(5 Johndoe_SD B Send an email to [<Email_Tier2Support=]

= Operations -
Tickets
Organization Tickets.
Tasks Associated With Tickets
Archived Tickets
Knowledge Base
Search All
= Desk Configuration
Desk Definition
= Templates
Desk Templatss
Note Templates.
Message Templates.
= Common Configuration
Global Settings.
Role Preferences
User Preferences
Incoming Email and Alarm Settings
Procedure Variables

Incijeat cL nd an emaity

feat aal " =)
B nei 105. Select Incident enters Solved procedure
[ nex
[E] ncident enters. Solved
[E] incident enters Specialist
[E] incident enters Tier!
[E] incident enters Tier2

(= KnowledgeBase

Policies.
Coverage Schedules
Holidays

= Procedures. Definition
Ticket Change:
Ticket Request De-Dup

Goal
ttps://vlab.kaseya.net/vsaPres/Web20/ core/KHome.aspir...

107.Click on New Step.
108.Click on Step Type dropdown menu and select Execute a common procedure.

109.Click on Select the script to execute dropdown menu and select /TIL Sub-procedure. Calculate
Priority.

—‘ 107 Click on New Step
Incident| ?/Balx

NewStep  New F Copy Delete Procedure Properties -
3 [ Incident enters Soived Comments:
B Send an emai to [$SubmitterEmailAddress§]

T Execute the procedure ML Sub-procedures Calculate Priority !is Click on Step Type dropdown meny
a

nd select Execute a common procedure)
Step Type: E]£utes a common sub-procedure.
Execute a Common Sub-Procedure 2

5(21‘;9 Click on Select the script to execute dropdown menu

o and select ITIL Sub-procedure.Calculate Priority

L Sub-procedures. Calculate Priorty x
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[ Continue on fail

S9S1349X

Save and Close save Save As cancel

4. Ticket enters Closed
Notify the submitter by email. Status must be Closed. To adjust the procedure.
110.Double-click on Incident enters Closed procedure.
111.Click on New IF.
112.Click on Condition Type dropdown menu and Select Test a Property value of the New Ticket.
113.Click on The name of property to test dropdown menu and select Status.

114.Click on the dropdown menu and Select Does Not Contain.
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115.Type Closed in the textbox and click on New Step.

ﬁmem Click on New Step oo

NewStep MNewF  ToggleEke  Copy Delete Beacedue Sxoneiisa »
= [ incigent enters Gl Comments.
B Send an emd
@ Tests if Statu's Does Mot Confain 112 Click on Condition Type dropdown menu and
Select Test a Property vaiue of the New Ticket
Condition Type| /ests the value of a property on an object
Test a Property value of the New Ticket i

uf Click on The name of property fo test dropdown menu
Con|

and select Stafus
The nail /0f the property to test: ‘

Status 114 Click on the dropdown menu
and Select Does Not Contain

Does Not Contain| 3

ﬁh& Type Closed in the textbox and click on New Step. ]

Save and Close save Save As Cancel

116.Click on Step Type dropdown menu and Select Assign Ticket Property.
117.Click on The name of the property dropdown menu and Select Status.

118.Type Closed in the textbox and click on New Step then click on Save and Close.

Incident|  Click on New Step e

New Step  New F Copy Delete Procedure Properties »
= (] incident enters Closed Comments:
B Send an emilto [$Submitte rEmailAddressS]
5 @ Tests if Status Does Not Contain Closed

I Sets Status to Closed 116. Click on Step Type_dmpdawn menu
and Select Assign Ticket Property
Step Type: = prOpETy TrE W TCRET
Assign Ticket Property v

stepq 117. Click on The name of the property dropdown menu
and Select Status

The nar

Status. ~

Closed

118. Type Closed in the textbox and click on New Step.
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Click on Save and Close

Save and Close Save SaveAs Cancel

5. Stage escalated
For the Identified, Tier1, and Tier2 stages:
- If the ticket has been assigned to an individual, notify the individual by email.

- Make sure that the ticket is assigned properly to the pool associated with the stage and then notify the
pool by email.

- Ticket should be escalated at most twice in a stage.

If Assignee exists, notify by email. Set Pool to Tier1Support, if in Identified or Tier1 stage; Set Pool to
Tier2Support, if in Tier2 stage. Notify the pool by email. If Escalation Level is equal to one, then call Set
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Escalation Time sub-procedure.
119.Go to Escalation page.
120.Navigate to <USERNAME>_SD folder.
121.Click on Stage Escalated procedure.

122.Click on Edit procedure.

(S Kaseya Kaseya Ser{ 122 Click on Edit Procedure
4 00:00:00 | No Timer Running] You have 28 unread messages | johndoe | Loaoff
m [E 2 I:f & Edit Procedure| 3K Defete Procedure [ Export Procedure a[b Rename Procedure {5} Foider Properties

Edit Procedure 7 Standard Seript Used By

]
120. Navigate to johndoe_SD folder | stomer_sp_utomaton 5 (] stage escalated &
A flustomer SD Basi = Send an emgilto [=Email_

iJdonnd 121, Click on Stage Escalated procedure }-sssgemkel Escalated to the pool SupportManagement.
[EE

o Operations.
= Desk Configuration
Desk Definition

[ stagé escalated

= Templates. B2 KnowledgeBase

Desk Templates.
Note Templates.
lessage Templates.

= Common Configuration
Global Settings.
Rols Preferences
User Preferences
Incoming Email and Alarm Settings
Procedure Variables
Policies
Coverage Schedules
Holdays

=l Frocedures Defintion
Stage Entry or Ext

Ticket Change
Ticket Reguest De-Dup
Tie| 119. Click on Escalation
Goa
Escalation
Sub-Procedures.
ttps://vlab kaseya net/usaPres/Web20)/ core/KH: 3 T Nebh 7654-47b6-93ad-1270daS daadie#

123.Select Send an email to Step.
124.Click on Delete button.

125.Select Sends the message Step.
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126.Click on Delete button.

S9S1349X

.
Stage escalated 5[
NewStep  New F l:l Procedure Properties )
= (0 stage escalated Hee
= Send an emailto [Email_SupportManagement-]. Stage escalated
-
Sends the message Ticket Escalated to the pool SupportManagement. S
Save and Ciose| [ Save Save As Cancel
ttps://viab.kaseya.net/vsaPres/Web20/core/KH z T 3ea08-754-416-03ad-1279da5 daade

127.Click on New Step.

128.Click on Step Type dropdown menu and Select Add a Note.
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129.Type Ticket was escalated to stage [$Stage$] with escalation level of [$Escalation$] in the
textbox and click on New Step.

stagees| 127 Click on New Step 2ol

NewStep  New F Cony Delete Procedure Properties )

5 [ Stage escalated Comments:
B Adds note with the text "to the ficket

and Select Add a Note
Step Type: A4 a new note to e ticket
Add a Hote ~

E;B Click on Step Type dropdown menu

Step Options

wh 120. Type Ticket was escalated to stage [$Stage$] with

—| escalation level of [$Escalation$] in the textbox and click on
New Step.

h

[ Indicates whether the note is hidden

] Continue on fail

Save and Close Save Save As Cancel

Repeat the steps and finish adding steps to the procedure and click on Save and Close.

>~ KSorver - Operstional  Role [EYRd Soor- EESIEA
(.' Kaseya Kaseya| 131. Click on Edit Procedure
4 000000 You have 28 unread messages| johndoe | Loaoff
=l & Edt Procedure| 9K Delete Procedure (7 Export Procedure 2]b Rename Procedure {3 Folder Properties
mm ?

- Standard Soript Usea gy
2 [E shared
) service pesk 9102 CustoparSD._dutamat 5 (] S femeg by user #
@@= custd  130. Click on Solution unconfirmed by user ]osea
=5 Johndo TS STAUE 0 Llosed.

& Operations

=) Desk Configuration
Desk Defintion

= Templates
Desk Templates.
Note Templates.
Message Templates

i Common Configuration
Global Settings.
Role Preferences

5] Solution uncanfirmed by user
] Stage escaiated
@ (S>KnowledgeBase.

User Preferences.
Incoming Email and Alarm Seftings.
Procedure Variables
Folicies
Coverage Schedules.

Holidays.

=) Procedures Defintion
Stage Entry or Exit
Ticket Change
Tickst Request De-Dup
Ticket Request Mapping
Goal

Sub-Procedures
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Inttps//vIab. kaseya.net/vsaPres/Web20/ core/KHome.aspicir..

6. Solution unconfirmed by user
For the Solved stage:
- Notify the submitter by email.
- Ticket should be escalated at most twice in a stage.
- Notify the submitter by email.
- If Escalation Level is equal to one, then call Set Escalation Time sub-procedure.
130.Click on Solution unconfirmed by user procedure.

131.Click on Edit Procedure.
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sotion| 136. Click on New Step ==

NewStep  New F copy Delete Procedure Properties o
= [ Solution unconfirmed by user Comments:
B Adds note with the text "to the ticket

Select Add a Note
Step Type: | Ads a new note to the ticket
‘Add a Note 2%

Lf? Click on Step Type dropdown menu and

Step Options
wn 138. Type Ticket was escalated to stage [$Stage$] with

_| escalation level of [$Escalation$] in the textbox and click on
New Step.

Indicates whether the note is hidden

Continue on fail

Save and Close save SaveAs Cancel

132.Select Sets Stage to Closed step.
133.Click on Delete button.
134.Select Sets Status to Closed step.

135.Click on Delete button.

Solution unconfirmed by user 73)x

NewStep  New F l:l Procedure Properties =

= (0 solution unconfirmed by user Name:

B Sets Stage to Closed. Solution unconfirmed by user
I Sets Status to Clos€ AignlncidantProperty SR
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Save and Close Save Save As Cancel

ittps://vlab.kaseya.net/vsaPres/Web20/ core/ KH: o T WebW 7754-41b6-93ad-1279daSdacde®

136.Click on New Step.
137.Click on Step Type and select Add a Note.

138.Type Ticket was escalated to stage [$Stage$] with escalation level of [$Escalation$] in the
textbox and click on New Step.
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sotion| 136. Click on New Step ==

NewStep  New F copy Delete Procedure Properties o
= [ Solution unconfirmed by user Comments:
B Adds note with the text "to the ticket

Select Add a Note
Step Type: | Ads a new note to the ticket
‘Add a Note 2%

Lf? Click on Step Type dropdown menu and

Step Options
wn 138. Type Ticket was escalated to stage [$Stage$] with

_| escalation level of [$Escalation$] in the textbox and click on
New Step.

Indicates whether the note is hidden

Continue on fail

Save and Close save SaveAs Cancel

Repeat the steps and complete modifying the procedure and click on Save and Close.

Solution unconfirmed by user e

New Step  Hew F Copy Delete Procedure Properties =

= £ Solution unconfirmed by user Comments:

3 Adds note wih the text Ticket was escalated in stage [S5tages] with esce
1 send an emai to [$SubmitterEmailaddresss]
5 €@ Tests if EscalationLevel Is Equal To 1
D3 Exscuts the procsdurs L Sub-procedures Set Escalation Time

Step Type: Executes a common sub-procedure
Execute a Common Sub-Procedure. v

Step Options
Select the script to execute:

ITL Sub-procedures. Set Escalation Time ~

Continue on fail

Click on Save and Close
“ v

Save and Close Save Save As Cancel

7-11 Goal Procedures

Recall that all the goal procedures were left empty. You would want if the ticket misses its goal, the sup-
port management to be notified. If the ticket is in Identified or Tier1, it should move to Tier1 or Tier2,
respectively. If the ticket misses its goal in Tier2, the support management must be notified. If the ticket
misses its goal in Solved, the Assignee or Pool must be notified.

Note: We add a note for testing purposes at the beginning of each goal procedure. If you add notes for
testing purposes, you should remove them when done with your testing.

Finally, you should delete the extra stage goal procedures to avoid any confusion in the future and to
make your desk look as simple as possible.

139.Go to Goal page.

140.Click on Identified Goal procedure.
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141.Click on Edit Procedure.

Operai

4 0000:00 You have 30 unread messages | johndoe | Looof
mmom ? r & Edit Procedure| 9K Delete Procedure (J Export Frocedure [l Rename Procedure {5} Folder Properties

4 Kaseya  iaseya | 141 Click on Eait Procedre

— v Standard Seript Used By

dit Procedure

P & [E sharew

&) service besk (= Customer_SD_Automation (] igentified Goal &2
6 Cust

n e
————

I dohnaq 140. Click on Identified Goal
|5 Operations.
=) Desk Configuration B ce

Desk Definition [ 1gentified Goal
B Incident Goal - Al Stages.

|5 Templates

[E) Solved Goal
Desk Templates.

[=) Specialist Goal
Note Tempigtes.

[E Tier1 Goal
Message Tempiates

Bl Tier2 Goal

5 Common Configuration
Global Settings.
Role Preferences.
User Preferences
Incoming Email and Alarm Settings
Procedure Variables

(3 KnowledgeBase

Foiicies.
Coverage Schedules
Holidays.

=) Procedures Defintion
Stage Entry or Exit

[ 13 Click on Goal page

Goal
Escalation
Sub-Procedures.

ttpsi//viab.kaseya.net/vsaPres/Web20/core/KHome aspicfir..

142.Click on New Step.
143.Click on Step Type dropdown menu and select Add a Note.

144.Type Ticket missed the stage goal at the stage [$Stage$] in the textbox and click on New Step.

denti|  142. Click on New Step T

NewStep  New F Copy Delete Procedure Properties ™

3 [ Wentified Goal Comments:
£ Agds note with the text Ticket missed stage goal at stage [$StageS]'to the

and Select Add a Note

Step Type: Ldids a new note fo the ticket
Add a Note v

Qf Click on Step Type dropdown menu
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Step Options

144. Type Ticket missed the stage goal at the stage
e [$Stage$] in the textbox and click on New Step.
The te

Tihe new note:

Ticket missed stage goal at stage [SStages]

] Indicates whether the note-is hiden

S9S1349X

[7] centinue on fail

Save and Close save SaveAs cancel

Repeat the steps and complete modifying the procedure and click on Save and Close.
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D adds note with the text Ticket missed stage goal at stage [$StageS]'o thel
3 Sends the message All Ticket Property Variables to the pool SupportManag
D sets Stage to Tier1

Step Type: Assigns a property of the new ticket
Assign Ticket Property

Step Options
The name of the property to assign:

Stage

Tiert

Continue on fail

Click on Save and Close
« »

Save and Close save SaveAs Cancel

Identified Goal 2o
NewStep  New F Copy ot Procedure Properties ™
= (] identified Goal Comments:

145.Click on Tier1 Goal procedure.

146.Click on Edit Procedure.

(S Kaseya Kaseyal 146. Click on Edit Procedure
4 00:00:00 You have 30 unread messages| iohndoe | Loaoft

m m 2 Iﬁ & Edit Procedurs | 9K Delete Procedure (@ Export Procedure a]b Rename Procedure 5} Folder Properties

T v Standard Seript Used By
o [E shared
[ servee nos i e o i TSI G

(= Customer_S0_sasic
5[ Johndoe_SD

[E) Closed Goal

[E] entified Goal

& Operations
= Desk Configuration
Desk Definition

Note Templates
Hessage Templates
= Common Configuration
Global Setiings
Role Preferences
User Preferences
Incoming Email and Alarm Settings.
Procedure Variables
Poiicies.
Coverage Schedules
Holidays
= Procedures Defintion
Stage Entry or Exit
Ticket Change:
Ticket Request De-Dup
Ticket Request Mapping
Goal
Escalation
Sub-Procedures.

= Saarw
= Templates. g 145. Click on Tier1 Goal
Desk Templates.
55| Alst Goal

[E) Tier! Goal
[E Tier2 Goal
(= KnowledgeBase
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Ittps://viab.kaseya.net/vsaPres/Web20/ core/KHome.aspir...

147.Click on New Step.
148.Click on Step Type dropdown menu and select Add a Note.

149.Type Ticket missed the stage goal at the stage [$Stage$] in the textbox and click on New
Step.
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Teng 147 Click on Ne

NewStep  New F Copy Delete Procedure Properties 5

= ([ Tert Goal Comments:
1 Adds note with the text ‘Ticket missed stage goal at stage [$StageS]'to the|

148. Click on Step Type dropdown menu Select Add a Nore]
Step Type:| 4ds a new note fo the ficket
Add a Note ™

Step Options

149. Type Ticket missed the stage goal at the stage
i [$Stage$] in the textbox and click on New Step.
TheTd e new note

Ticket missed stage goal at stage [SStages]

Indicates whether the note is hidden

Continue on fail

Save and Close save SaveAs Cancel

Repeat the steps and complete modifying the procedure and click on Save and Close.

Tier1 Goal Edll=1IE3
NewStep  New F copy Delete Procedure Properties »
BT Ter Goal Comments:

T Adds note with the text Ticket missed stage goal at stage [$5tage$]'to th
T Sends the message All Ticket Property Variables to the pool SupportManat
O sats Stage to Tier2.

Step Type: Assigns a property of the new ticket
Assign Ticket Property v

step Options
The name of the property to assign:

Stage v

Tier2

Continue on fail
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Click on Save and Close |
< '

Save and Close save Save As Cancel

S9S1349X

150.Click on Tier1 Goal procedure.

151.Click on Edit Procedure.
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Kaseyq 151. Click on Edit Procedure KServer - Operatonel o ENTRNNRA oo BTN
4 00:00:00 You have 30 unread messages | johndoe | Loooff

£ Edit Procedure| 9 Delete Procedure (@ Export Procedure 2]b Rename Procedure {8k Folder Properties

v Standard Seript Used By

& [ Shared
LD service esk (- Customer_SD_Automation (] Tier2 Goal z
(= Customer_SD_Basic
=5 Johndoe_SD

[E] Closed Goal

5] identified Goal

[E Incident Goal - Al Stages

& Operations
= Desk Configuration

Desk Defintion
o Templates

) soed Goa
Desk Tempit

S =[ 150. Click on Tier? Goal
Note Templates

Message Templates =)

=) Comman Configuration e
Global Settings # (= KnowledgeBase
Role Preferences
User Preferences
Incoming Email and Alarm Seftings.
Procedure Variables
Policies
Coverage Schedukes.
Holidays
= Procedures Definiion
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping

Escalation \
Sub-Procedures.

nttps://ulab kaseya.net/usaPres/Web20/core/KH: 7 T Nebih 1d=280b4377-2fce-4718-2b22-7d194309607c#

152.Click on New Step.
153.Then
154.Click on Step Type dropdown menu and select Add a Note.

155.Type Ticket missed the stage goal at the stage [$Stage$] in the textbox and click on New
Step.

Tierzed 192 Click on New Step e

New Step  New F Copy Delete Procedure Properties .

= ([ Tier2 Goal Comments:
B Adds note with the text "fo the ficket

Select Add a Note
Step Type| 405 & new note 10 the TIckeT
Add a lote ~

Ejj Click on Step Type dropdown menu and

Step Options

Wi 8 used 1 ides the note 12,

wnen
_t‘ 155. Type Ticket missed the stage goal at the stage ]
5

[$Stage$] in the textbox and click on New Step.
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7] ndicates whether the note is hidden

7] Continue on fai

Save and Close, Save Save As cancel

156.Click on Step Type dropdown menu and Select Send a message to Pool Users.
157.Click on The pool of users dropdown menu and Select SupportManagement.

158.Click on The message to send to the users dropdown menu and Select All Ticket Property Vari-
ables.

159.Click on Save and Close
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Tier2 Goal BER
NewStep  MNew F Copy Delete Prosedure Properties -
= (] Tier2 Goal Comments:
1 Adds note with the text Ticket missed the stage at stage [$Stage$]'to the |
1 Sends the message All Ticket Property Variables (o the pool Supporthanag 156. Click on Step Type dropdown menu
and Select Send a message to Pool Users
Step Type: Seldls a message to all users in a pool

Send Message to Pool Users. v

ﬁiﬁ Click on The pool of users dropdown menu

Step Opti and Select SupportManagement

The pool of 1§ 4To 58nd i

Supportidanagement ~

The message to send to the users:
Al Ticket Froperty Variables] =

158. Click on The message to send fo the users dropdown menu o sénd te the users of the pool.
and Select All Ticket Property Variables

Enter the message to send to the users of the pool.

Continue on fail

150. Click on Save and Close \
4 y

Save and Ciose save SaveAs Cancel

160.Select Solved Goal procedure

161.Click on Edit Procedure.

[soem I~
(:’ Kaseya Kaseya | 161. Click on Edit Procedure ey Rl A
You have 30 unread messages| johndoe | Loaoft
mm ? 2 £t Procedure| I Delete Procedure (@Export Procedure 2[o Rename Procedure 4BFFolder Properties
Edit Procedure A standard Seript Used By
— 5 [@sharea
{) service Desk (= Customer_SD_Automation (] Sotved Goal &

(= Customer_SD_Basic
& Operations = Johndoe_SD

i ] Cigrasss
B O Sonlonater S 160. Select Solved Goal
Desk Defintion
Ui R

Desk Tempiates Bt el

[ specitst Goal
Note Templates

[ Tier1 Goat
lessage Templates.

[E Tier2 Goal

i Common Configuration
Globl Seftings.
Role Preferences

= KnowledgeBase.

User Preferences.
In¢oming Email and Alarm Seftings.
Procedure Variables.
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Policies
Coverage Schedules.
Holidays.

= Procedures Defintion

Stage Entry or Exit

Ticket Change

Ticket Request De-Dup

Ticket Request Mapping

Goal

Escalation l
Sub-Procedures

S9S1349X

https://vlab.kaseya.net/usaPres/Web20/ core/KH: Ffirstln=T WebWindowld=28064377-2fce-4710-ab22-7d194309b07 c#

162.Click on New Step.
163.Click on Step Type dropdown menu and Select Add a Note

164.Type Ticket missed the stage goal at the stage [$Stage$] in the textbox and click on New
Step.
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sovedg] 162. Click on New Sfep o

New Step  Hew F Copy Delete Procedure Properties .

3 [ Soived Goal Comments:
T Adds note with the text Ticket missed stage at stage [$StageS]'o the ticke

and Select Add a Note
Step Type: Adds] few note To the ficket
Add a Note ~

Ei& Click on Step Type dropdown menu

Step Options

164. Type Ticket missed the stage goal at the stage
= [$Stage$] in the textbox and click on New Step.

The 1 /T The new note:

Ticket missed stage at stage [SStages]

] indicates whether he note is hidden

[ Continue on fail

Save and Close. Save Save As Cancel

(7))
()
&
Repeat the steps and complete modifying the procedure and click on Save and Close g
()
X
Solved Goal E3I(=]1E3 m
Sw s New'F :::;edure Properties B c

5 @ Tests if Assignee Exisis S 1
B Send a message fo [SAssignees$] ‘n
g T ©
c
©
I

I
=
(7]
Q
(]
()
(8)
S
Save and Close Save Save As Cancel w
7))

ttps://viab kaseya.net/vsaPres/Web20)/ core/KHome, asprfir.. . ____

165.Go to Desk Definition.

166.Select the radio button next to <USERNAME>_SD.
167.Click on Processing tab.

168.Click on Stage tab.

169.Select the radio button next to Solved.

170.Click on Edit.
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Kserver -Opersorsl  ror ESETIRA o~ IEEEIA
00:00:00 You have 30 unresd messages | johndoe | Logoif

SetDetaut (@ mport [ export

;‘ Kaseya Kaseya Service Desk Workshop

4 riew P o o Rename K peiets

Customer_SD_Automatior | v | [+ 100 |~
) service Desk Defaut  Prefx D Description Editing Template  Definkion Template Require Ti
- c Lusi 0 Automat Cusk Desk - Automation Customer ServicelC Customer Service:
166. Select the radio button next to johndoe Sdl
L5 Operatons " Jice Desk- Basic Custemer ServicelC Customer Service
= Desk Configuration & 1D.SD  lohndoe_SD Incident Management based on 1L Fixed_Width_Tabbe: ML Incident

Desk Defintion
KB KnowledgeBase Knowledge Base Articles Knowledge Base Ar ML KnowledgeBase
I 165. Click on Desk Definition
‘ i T

167_ Click on Processing tab

Note Templates
Selected: 1 | Viewing: 1-4
Hessage Templates
|5 Common Configuration Properties Processing Access
Sovarsetings 170. Click on Edit o
Role Preferences
User Preferences
Incoming Email and Alarm Seftings ew | P | 3 nekle 168. Click on Stage tab
Procedure Variatles Do B Teepior Sfage. Ini Procedure. ExitProcedure  Escalation Proce... Goal Procedure.
Change Service Dask Article
Policies o ot i End Incident enters Ciosi Ciosed Goal
Coverage Schedules 169. Select the radio button next to Soived
Begn  Incident enters Kent Stage escalated  identiied Goal
Holdays
5 Procedures Defintion & Solved Solution is applied Middle  Incident enters Sol: Solution uncon firmes
Stage Entry or Ext
Tierl Search known errors anc Middle  Incident enters Tiert Stage escalated  Tier1 Goal
Ticket Change
Ticket Request De-Dup Tier2 Tier2 supportrequired.  Middle  Incident enters Tier! Stage escalated  Tier2 Goal
Ticket Request Mapping I
Goal
Escalation l
Sub-Procedures

ttps://viab kaseya.net/v eb20)/core/KHome aspifi

171.Click on the Goal Procedure dropdown menu and Select <USERNAME>_SD.Solved Goal.

172.Click on Save.

Edit Stage 23

* Update the description and stage type for a stage. Stages represent the
typical i cycle of a service desk response fo a ficket A least one

siage is defined as a Begin stage and at least one siage & defined as an

End stage. There are usualy several Widdle siages. The sequence of

stages is user-defned. I depends on the poicies defined by he service

organization and the judgemenis of individual administrators using the

system

Select procedures that run, or are scheduled o run, based on when a

[ ] ticket transitions to this stage.

A Stage Inifalization procedure runs when a ficket iransions fo this

stage.

An Escalation procedure runs after a specified time period, usualy to

escalate a ficket to another level of service. The time period s measured

from the time a ficket ransitons fo this stage.

A Goal procedure runs after a specified time period, usuall to record

whether or not a goal was met. The time period is measured from the

fime a ficket transtions fo this stage. =
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General Info Procedures
Name*: Solved

x Do creton Seu171_Click on the Goal Procedure dropdown menu

m Stage Type® Widd and Select Johndoe_SD.Solved Goal
Goal Procedure: Johndoe” SD. Solved Goal b

- £

o Goal Time: 4

— Goal Time nts: Dyl =

m To Stage: Closed

(0] TerL |

m Tier2 l

Save Cancel

173.Go to Goal page.
174.Select Incident Goal-All Stage procedure

175.Click on Edit.
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= Kserver -operatonsl o [N scor- EEEENEY
1S4 Kaseya Kaseya| 175, Click on Edit Procedure
4 00:00:00 Vou have 30 unread messages | johndoe | Logoff

m EB 2 I"i &P Edit Procedure| 9K Delete Procedure ( Export Procedure [l Rename Procedure {5} Folder Propertes

v Standard Seript UseaBy

= = [F shared

L) service pesk (= Customer_SD_Automation = ([ incident Goal - Al Stages 0
8 (= Customer_SD_Basic B9 Adds note with the text ‘Ticket missed its due time while still being at stag

=& Johndoe_sn. B seng. ge All Ticket Property Variables to the pool SupportManage

5 Operations
i o B cosey 174. Select Incident Goal-All Stage
J Desk Configuration 2 et
entii
Desk Definition

[E) incident Goal - Al Stages
|2 Templates

2 soived Goal

Desk Templates

[ specialst Goal
Note Templates

[ Teert Goal
Message Templates

[ Tier2 Goal

| Common Configuration
Giobal Settings
Role Preferences
User Preferences

(2 KnowledgeBase

Incoming Email and Alarm Seftings
Procedure Variables
Policies.
Coverage Schedules
Holidays
2 Procedures Defntion
Stage Entry or Ext
Tickpl-fhaaa
Tieq 173. Click on Goal page
Goal
Escalation l
Sub-Procedures.

ttps://viab.kaseya.net/vsaPres/Web0/core/KHome aspfir

176.Click on New Step.
177.Click on Step Type dropdown menu and Select Add a Note

178.Type Ticket missed its due time while still being at stage [$Stage$] in the textbox and click
on New Step.

incident| 176. Click on New Step TEE

NewStep  New F Copy Delete Procedure Properties 5

= (] Incident Goal - All Stages Comments:
B s note with the text "o the ficket

and Select Add a Note
Step Type: Adds § 4w note to the ticket
Add a Note -

t'j Click on Step Type dropdown menu

Step Options

stage [$Stage$] in the textbox and click on New Step.

Tihe new note:

: L/’\:B Type Ticket missed its due time while still being at

The T

Indicates whether the note is hidden
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[ continue on fail

Save and Close| save SaveAs Cancel |

179.Click on Step Type dropdown menu and Select Send Message to Pool Users.

180.Click on The pool of users to send the message dropdown menu and Select SupportManage-
ment.

181.Click on The message to send to the users dropdown menu and Select All Ticket Property vari-
ables.

182.Click on Save and Close.
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Incident Goal - All Stages ?8x
NewStep  New F Copy Delete Procedure Properties =
= (] incident Goal - All Stages. Commeqts
3 agds note with the text Ticket missed its due time while stil being at sta
1 Sends the message All Ticket Property Variables to the pool ¢ 779 Click on Step Type dropdown menu and
Select Send Message te Pool Users
Step Type: | £nds a message to all users in a pool
Send Message to Pool Users o
180. Click on The pool of users to send the message
Ste b
dropdown menu and Select SupportManagement
The TUSETS T T ITE TesSag!
Suppertidanagement A

The message to send to the users:

Al Ticket Property Variables| ~

to d to the f th L
181. Click on The message to send to the users dropdown meny [2° @ S0 the users oTihe poo

and Select All Ticket Property variables

Enter ihe message (0 send [0 the users of the pool

Continue on fail

182. Click on Save and Close l
« '

Save and Close save Save As cancel

183.Go to Desk definition.
184.Select the radio button next to <USERNAME>_SD.

185.Click on Edit.

> e Opereons ol ISR <o XSS
o” Kaseya  Kaseyaser g5 Cick on Edit
. oo o hove 30 s ossages| oo | ocor

Set Default (4 Import [ Export

mm ? o ew | P Edi| 2o Rename P Delete

Customer_SD—-- 100 |
=0 Edita Service Desk
) service Dok Defautt | Prefix | D Description Ediing Template | Definiion Template Require T{
r Lusiy D_Autnmati IaTE Desk - Automation Customer Service\C Customer Service
184. Select the radio button next toJohndoeﬁSdl
5 Operations. ice Desk - Basic Customer Service\C Customer Service
2 Desk Configuration 5 DD lohndoe_SD Incident Management based on L Fixed_Widtn_Tabbe ML ncident

Desk Defintion

5 Tenates ) KB KnowledgeBase Knoviledge Base Articles. Knowledge Base Ar ML KnowledgeBase
183. Go to Desk Definition |, = o

Selected: 1 | Viewing: 1-4 of 4

lessage Tempiates.

= Common Configuration Properties Processing Access
Global Settings.
Role Preferences

w
)
2
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o
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]
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Status Priority Category Severty Resolution Custom Fields Task Stz

User Preferences =
Incoming Email and Alarm Settings st
Procedure Variables Lol L Description
Policies ] Closed
Coverage Schedules.
Holidays

i Procegures Defintion New
Stage Eniry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request Happing
Goal

In Progress

Watting for User Feedback

S9S1349X

Escalation
Sub-Procedures

lab.kaseya.net/vsaP

186.Click on Procedures tab.

187.Click on Goal Procedure dropdown menu and Select <USERNAME>_SD.Incident Goal-All
Stages.

188.Click on Save.
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1186. Click on Procedures lﬂ

Edit Service Desk Definition l_l/i

General o Standard Field Defaul Frocedures

= When created, tickets are populated with attributes, values and
requirements from a service desk defintion. Use this tab to update
requirements and options for fickets based on this service desk defintion

= Selectthe defauk values for standard fiekds for a ticket created based on
this service desk defintion.

= Select procedures that run of are sefieduled to run when a ticket is

©  crested based on this service desk definion.

= A Nofification Procedure runs each time  ficket is changed. Typicaly
notification procedures notify the owner, assignes or submitier that a
ficket has been updated

= A Goal Procedure runs after a specified time period, usually to record
whether or not a goal was met. The time period is measured from the time.
aticket s created

187. Click on Goal Procedure dropdown menu and

;‘r‘;“::ai’;:"“ Johndoe_SD| Select Johndee_SD.Incident Goal-All Stages
Goal Procedure” Johndoe_SD.Incident Goal - All Stages &

Goal Time: 1

Goal Time Units: Day 24

188. Click on Save

Save Cancel

-Finally, you should delete the extra stage goal procedures to avoid any confusion in the future and to
make your desk look as simple as possible

189.Go to Goal page
190.Select the procedures that are not being used.
191.Click on Delete Procedure.

192..Delete

(.' Kaseya Kaseya Service Desk| Click on Delete Procedure L x
-+ 00:00:00 [ No Timer Running] “You have 30 unread messages | jonndoe | Loooft

m [B 2 I'ﬁ & Edit Procedure | 9K Delete Procedure | (& Export Procedure a]b Rename Procedure 43 Folder Properties

Delete Procedure Standard Script Used By

= & [ Shared

L) service esk (= Customer_SD_Automation (] closed Goal
(= Customer_SD_Basic

— e

5 Operations =1 Johndoe_SD.

3 Desk Configuration S Ciosed Guel

[ ientified Goal

Desk Defintion
= Tempiates. [5] Incident Goal - All Stages.
Solved Goal
Desk Templates 5] solved Goal
Note Templates. 5 Specialist Goal
[ Tier! Goal
Message Tempiates
[ Tier2 Goal

= Common Configuration
Global Seftings.
Role Preferences

@[3 KnowledgeBase

User Preferences.
Incoming Email and Alarm Settings.
Procedure Variables
Policies
Coverage Schedules
Holidays.

3 Procedures Defintion
Stage Entry or Exit

i
mq 189. Click on Goal

TIcRS (EqUESTIaPPTg I
Goal

Escalation l
Sub-Procegures

Ihtps://vlab. kaseya.net/vsaPres/Web20/ core/KHome.aspir..

12. Ticket is Changed

If a SD technician changes a ticket while it is in the Identified stage and its Status is new, then the ticket
should transit to Tier1 and be assigned to the SD technician. If the stage of the ticket has not changed, but
the content of the ticket has been modified, you should notify the submitter.

To verify the changes that you have done to all the affected procedures in this part, you should develop a
number of test suites. We leave this part to you. You can follow what we have done in the previous parts
to accomplish this task. In this part, we only create one ticket and wait until the due time is missed, then
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we move it to Solved and wait until the Solved stage goal is missed.

Note: To be able to see when the escalation and goal procedures are called, we added a note at the
beginning of all escalation and goal procedures. We did not choose to make the notes hidden, so that

the hidden notes created by VSA do not clutter our added notes. To be able to quickly see the effects of
escalation and goal procedures, we temporarily modified the escalation, stage goal, and ticket due time to
1, 3, 12 min.

193.Go to Ticket Change page.
194.Navigate to Shared > <USERNAME>_SD folder.
195.Select Incident Change procedure.

196.Click on Edit Procedure.

= KServer - Operationsl ol [ERTINRG] S<or EETIIESNNED

(S Kaseya Kaseya| 196. Click on Edit Procedure
., 00000 You have 30 unresd messages | ohndoe | Logott

o 3 [EI] & Ecit Frosedurs| K Dete Procedure (3 Export Prosedure: 2 Rename Procedure 8k Folder Properties

194. Navigate to johndoe SD folder |eait Proceaure id ke ST

ed
) service pesk S Johndoe_SD 2 (] incient is Changed 2
5] ncidfst is Changed B Execute the procedure ITIL Sub-procedures Calculate Priority
=) Operations - ﬁ}s Select Incident is Changed procedure :" 2
o

Tickets
Organization Tickets.

Tasks Associated With Tickete
Archived Tickets

= Send an smal to [SOWnerEmailAddresss]
J 9 Tests if Assignee Exists
5 @ Tests if Status k& EqualTo New
B9 Sels Stage fo Tiert
B3 Sets Status to In Progress
Search All £ i
= Desk Configuration
e <4 Tests It Assignee Is Equal To Tier2Support
B sets Stage 10 Tier2
2@ Else
= @ Tests if Assignee Is Equal To Tier3Support

B Sets Stage to Specialist.
Message Templates ors

= Common Configuration
Global Settings
Role Preferences

Knowledge Base

=) Templates
Desk Templates
Note Templates

User Preferences
Incoming Email and Alarm Settings.
Procedure Variables

Foiicies.

Coverage Schedules

H
el pmz 193. Click on Ticket Change
Stagd ATy orExit

Ticket Change
Ticket Request De-Dup
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197.Click on New IF.

198.Click on Condition Type dropdown menu and select Test Property value of a New Ticket.

S9S1349X

199.Click on the Name of the property test and select Stage.
200.Click on the next dropdown menu and Select Contains.

201.Type Identified in the textbox and click on New Step.
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Click on New Step |- 197 Click on New IF |

3 [ Incident is Changed
@ Tests if Stage Contains.

NewStep  NewF  ToggleEse  Copy Delete

Procedure Properties »

Comments:

and selectTest Property value of a New Ticket|
Condtion Type | sts the value of @ properly on an object
Test a Property value of the New Ticket ~

Q‘Q{B Click on Condition Type dropdown menu

and Select Stage

n Options

Save and Close, Save Save As

199. Click on The name of the property to !eil}

Cancel

The, Je of the property to test

Stage 200. Click on the dropdown menu
and select Contains

Contains| -

ﬁ 178. Type Identified in the textbox and click on New Step.

Repeat the steps and complete modifying the procedure and click on Save and Close

Part 12

Incident is Changed

New Step  New F Copy Delete

5 Ll incigent is Changed
1@ Tests if Stage Contains Identified
£ Sets Assignes to [SEditingUserliames]
O sets Stage to Tiert.
o <PiEke
& Tests if Stage Has Changed
D @Ese
=14 Tests if ChangesAsHtml Exisis
O3 Send an emilto [$ SubmitterEmailAddressS]

Click on Save and Close

Save and Close save save ss Cancel

Procedure Properties »

Step Options

Send the emailif the body contains the [SChangesAsHtmis] or
[SChangess] and those properties ars empty due to hidden notes.

Enter a message template. Any other fields of this step will override
the values in the message template.

— Select a Message Template — ~

Enter the address emails used as the sender:

To: Separate mukiple email addresses with commas:
[SSubmiterEmalAddresss]

CC: Separate multiple emal addresses with commas:

BCC: Separate muttple email addresses. with commas:

Subject
Changed

Body:
Note|
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A Ticket Request De-Dup procedure compares a ticket request with existing tickets to determine if the
ticket request is a duplicate. If a ticket request is a duplicate of existing tickets, the ticket request is can-
celed.

To adjust the ticket request de-dup service procedure associated with your desk, you need to follow these
steps

1. Go to Service Desk > Procedures Definition > Ticket Request De-Dup.
2. Navigate to Shared > <USERNAME>_SD >
3. Click on Incident De-Duplication.

4. Click Edit Procedure.
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= Kserver - Operaionsl o [P scor-
(4 Kaseya Kaseya [ 4. Click on Edit Procedure L 2

. 000000 You have 30 unresd messages | ohndoe | Logott
mm ? A £ Edit Procedure| 9 Delete Procedure (@ Export Procedure 2] Rename Procedure {8k Folder Properties

Edit Procedure v Standard Script

2. Navigate to johndoe_SD folder | _;

«
S SETVRE USSR N-tustomd 3. Click on Incident De-Duplication [ De-dupication
3 Jonndoel
[ ncidentBe-dupica

= Operations -
Tickets.

Organization Tickets
Tasks Associated With Tickets
Archived Tickets
Knowledge Base
Search All

= Desk Configuration
Desk Definition

= Templates
Desk Templates.

Note Tempiates.
Wessage Templates.

= Common Configuration
Slobal Settings
Role Preferences.

User Preferences.
Incoming Email and Alarm Settings
Procedurs Variables
Policies.
Coverage Schedules
Holdays
= Proced

staf 1. Click on Ticket Request De Dup \
TickeT Inge

Ticket Request De-Dup
Ticket Request Mapping
Goal I
rttps://viab kaseya.net/vsaPres/\Web20/ core/KH 2 T Webih 1d=280b4377-2f ce-4719-2b22-7d194309b07 c#

5. Add a step to check whether the email is a duplicate by looking for a matching email sent in the
past 24 hours with the same source type, first and second reference field, and the same machine
id and group.

6. If the email is a duplicate, add a note to the original ticket that indicates a duplicate email was
sent.

7. Click Save and Close.

Incident De-duplication ?.8x
NewSiep  New F copy Delete Procedure Properties »
= [ incident De-dupication Comments:

= @HIs a Dupicate.
53 Adds falsenote with the text *A duplicate email was sent'o the ticket
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Step Type: Adds a new note fo the ticket
Add a Note ~

Step Options

Wien a note template is used, this overrides the note tex.

— Select a Note Tempiate — -

The text of the new note:

A dupiicate email was sent

S9S1349X

[T Indicates whether the note-is hidden

7] Continue on fail

Click on Save and Close l

Save and Close, Save Save As Cancel

Part 13

You realized that you should not treat handling the issues related to the servers in the mr the same way
you treat the issues related to the instructional computers in scis and cec and guest computers in g/. In
addition to the default policy that you defined before, you decide to define three policies, namely, Gold _
SLA, Silver_SLA, and Bronze_SLA, and associate them to machines in mr, scis/cec, and gl, respectively.

Redefining Values for the Procedure Variables for Gold_SLA
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Priority
Escalation (h) Stage Goal (h) Ticket Goal (h)

Priority 1 1 3 12

Priority 2 2 5 20

Priority 3 4 9 36

Priority 4 8 17 68

1. Go to Policies page.
2. Select the radio button next to Gold_SLA
3. Click on Variables tab.

4. Click on New.

— - KServer - Operational  Role ~ S ~
.’ Kaseya Kaseya Service Desk Workshop e Operanens L system v IR System v |

3. Click on Variables tab | ¥ou have 30 unread messages| johndoe | Logoft
mm ? & A tiew P edt a]bRename YK Deste

Bronze_SLA v 100 |v | ¢ General Variables
) service Desic

Name Description Fmmpr e
© | Bronze_SLA Polcies for Bronze SL W T
Default_SLA-johndoe Defaul SLA for John L

Gold_SLA Policies for Gold SLA

= Operations =
Tickets K

Organization Tickets - -

Tasks Associated With Tickets. 2. Select the radio button next to Gold_SLA ]
Archived Tickets
Knowledge Base
Search Al

5 Desk Configuration
Desk Definition

|5 Templates
Desk Templats.
Note Tempiates.
Hessage Templates.

|5 Common Configuration
Global Settings.
Role Prefersnces
Usgr Praferences

ing 1. Click on Policies ]
Pr
Policids.

Coverage Schedules
Holdays

5 Procedures Defintion
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal

https://vlab.kas e eb20/core/KH i

I
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5. Click on the Variable dropdown menu and Select Escalation_Priority1.
6. Type 1 in the Value textbox.

7. Click on Save.
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Add Variable 2)3x

= Assign a variabe to a policy. This enables procedures to perform
different steps or calculations for an ficket based on the value of the
@  poicy variable. Each policy can assign a different value o the same
variable. Viariables are defined using Variables. Seiect a variable and

assign a value.

5. Click on the Variable drapdown menu and Select Escalation_Priority1
[ Gold_SLA
Variable*: 0 v

Value*

ﬁ\ 6. Type 1 in Value textbox

save cancel

/1
7. Click on Save

Repeat the above steps for all of the Escalations, Goals, and SLAs.

KServer - Operationsl o [T
000000 [ o T Fuming

“You have 30 unread messages | johndoe | Logofi

? Kaseya Kaseya Service Desk Workshop

m [B 27 I"ﬁ FE-I o tew PEdit albRename P Delete

1)
2
2]
1]
m Bronze_SLA ~ 1) [100 vl { General Variables
= D) service vesk Name: Description [
Bronze_SLA Folicies for Bronze SL T T
Tickets ® God SLA Falicies for Gold SLA i 5
I Organization Tickets Siver_SLA Palicies for Siver SLA Escalation_Prioriy3 A
m Tasks Associated With Tickets
AL Escalation_Priorty4 8
= Knowledoe Base Escalation_PriorityS 1
Q. Search Al ©  Goal Priorityt 2
= Desk Configuration TPt =
m Desk Definition
4 Ayl Goal_Priority3 »
Desk Templates Goal_Prioritys 68
Hessage Tempiates SLa_Prioriyt 3
: = Common Configuration L e s
Global Setings
m Role Preferences SLA oy 9
User Preferences © | SLA Prioriya 7
Incoming Email and Alarm Seftings. SLA_Prioriys 3
Procedure Variables
Folicies
Coverage Scnedukes.
Holgays

= Procedures Defintion
Stage Entry or Exit
Ticket Change: }
Ticket Requast De-Dup
Ticket Request Mapping

Goal
Escalation = -

X
(1)
=
2]
7
1
»

8. Go to Coverage Schedule page.
9. Select the radio button next to 7x24.
10. Click on Standard Hours tab.

Make sure coverage schedule is set correctly.
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= KServer - Operaiond o [T --v- N
(.' Kaseya Kaseya Service Desk Workshop ol ik " el

10. Click on Standard Hours tab EBH|  You have 30 unread messages| jonndoe | Loaott
mm ? 4 tiew LPEdt YK Deiste

=13 ~ ) [100 | e P

# 2 Descrption o ew P Edt W Delete
9. Select the radio button next to 7x24 Coverage Type  Hoiday BegnHour  End Hour Time Zone
'3 Operations 7 L F-TTWERRY T @ | ur 70000pm  7:00:00pm (UTC-05:00) Easte
e
Tickets. ®j o i [0 wieekends 7.00:00 pm 7:00:00 pm (UTC-05:00) Easte
Organization Tickets © J Defaut
ocia

= Templates.
Desk Templates.
Note Templates.

Message Templates

fand dlacm St
EII,/CHCK on Coverage Schedules

Coverage Schedules
Holidays

= Procedures Defintion
Stage Entry or Ext
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal |
fvlab.kaseya.neth fcore/} aspiin, ving: 14 of 4

Redefining Values for the Procedure Variables for Silver_SLA

Priority

Escalation (h) Stage Goal (h) Ticket Goal (h)

Priority 1 2 5 20

Priority 2 4 9 36
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Priority 3 8 17 68

Priority 4 16 33 132

11. Go to Policies page.

12. Select the radio button next to Gold_SLA

13. Click on Variables tab.

14. Select the radio button next to Escalation_Priority1.

15. Click on Edit.




Chapter 14 — Service Desk Hands-On Exercises

Sadjadi et al.

=¥ Kaseya

[} service Dok

| Operations
Ticksts.

Organization Tickets.
Tasks Associated With Tickets
Archived Tickets
Knowledge Base

Kaseya Service Desk Workshop

mm ? ™ A tiew Pean [bRename K pekets

Bronze_SLA Policies for Bronze 5L

) Defauk_SLA-ohndoe Defaul SLA for John T

Z Gold_SLA Policies for Gold SLA
@ Siver_sLA Folicies for Silver SLA

12. Select the radio button next
to Silver_SLA

Edit 1
@ Escalation_rruryt

13. Click on Variables tab You have 30 unread messages | johndee | Logoff

Variable Malie.
ne selected policy varisble

14_ Select the radio button next to Escalation_Priority1

Search All
5 Desk Configuration
Desk Definition
=) Templates
Desk Templates.
Note Templates.
Hessage Templates.
{5 Common Configuration
Global Settings
Role Preferences

‘“ 11. Click on Policies
nd
Frocldlre varaoies

Poiicies.

i

Coverage Schedules
Holidays

|5 Procedures Defintion
Stage Entry or Exit
Ticket Change:
Ticket Request De-Dup.
Ticket Request Happing

Goal
Escalaton =

16. Type 2 in Value textbox.

17. Click on Save.

Change Variable QIS

= Update the value of a variatie assigned to a polcy. This enables.
procedures to perform different steps or Calculations for an ficket based
©®  onthe value of the policy variable. Each policy can assign a different
value o the same variable. Variabies are defined using Variables. Select
a variable and assion a value.

L siver_s| 16. Type 2 in the textbox and click on Save|
Variable: Escalation ] A6y T

Value®: [
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save Cancel

/1
17. Click on Save

S9S1349X

18. Click on New.
19. Click on the Variable dropdown menu and Select Escalation_Priority2.
20. Type 4 in the Value textbox.

21. Click on Save.
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18. Click on New

Add Variable

= Assign a variable to a policy. This enables procedures to perform
different steps or calculations for an ticket based on the value of the

@  poiicy varisble. Each policy can assign a different value 1o the same
variable. Variables are defined using Variables. Select a variable and
assign a value.

19. Click on the Variable dropdown menu and Select Escalation_Priority2

D Siver_SLA
Variable®: Escalation_Priority2 bt
Valuet [
ﬁZO\Type 4 in the textbox and click on Save
Save Cancel
/1

21. Click on Save

Repeat the above steps for all of the Escalations, Goals, and SLAs

? Kaseya Kaseya Service Desk Workshop
00:00:00 [ No Timer Running]

m [B 27 I"ﬁ FE-I o tew PEdit albRename P Delete

<) [Bronze_sLA ~| ) [100 vl € General Variables

D) service Desk g Qcscrvion o rew P Eat Y Detete
Bronze_SLA Policies for Bronze SL e e

I Cperatons W O petaut_sLajohndos Defaul SLA for Jomn D B T o =
Tickets ) | Gold_SLA Policies for Gold SLA e A
Organization Tickets. ® siversia Policies for Siver su.i Eacaicin Pty =
Tasks Associated With Tickets
AL Escalation_Priortys %
Knowledge Base © Goal_priorityt 8
Search All (© Goal_Priority? i

=) Desk Configuration &l coaroms =
Desk Defintion

Ayl Goal_Priorityé 64
Desk Templates SLA_Priority! W
Note Templates © sLa_priorty2 8
Hessage Tempiates O sLa_prioriy3 "

= Common Configuration L s e =
Global Setings

Role Preferences
User Preferences
Incoming Email and Alarm Settings.
Procedure Variables
Poiicies.
Coverage Schedules
Holidays
= Procedures Defintion
Stage Entry or Exit
Ticket Change:
Ticket Requast De-Dup
Ticket Request Mapping
Goal
Escalation -

Kerver - Operational  Rots [N

“You have 30 unread messages | johndoe | Logofi

22. Go to Coverage Schedule page.
23. Click on Standard Hours tab.

24. Click on the radio button next to M-F.
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25

26

27

28

29.

30.

31.

32.

33.

34.

=¥ Kaseya

mm? ™~ E

KServer - Operational
Kaseya Service Desk Workshop

23. Click on Standard Hours tab
o tew P Edit 9K Delete

Sadjadi et al.

You have 30 utread messages | johndoe | Logoft

Ticksts
Organization Tickets.

) | DefauttWorkingHoursJ Defaut working hours L

Tasks Associated With Tickets
Archived Tickets
Knowledge Base
Search All

=) Desk Configuration
Desk Definition

) Templates
Desk Templates
Note Templates
Nessage Templates

| Common Configuration
Giobal Setings
Role Preferences

User Preferences

‘P"':Um‘ 22_Click on Coverage Schedules
roce
Polcies

Coverage Schedules
Holdays

=) Frocedures Defintion
Stage Entry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal

Escalation - |sekctea 1| viewing 14 of 4

13 v |51 [100 v General Standard Hours
D Description
Service Desk
@ =T T 24 Select the radio button next to MF]
2 M 1y y : End Hour Time Zone
5 Operatons Py Sl =0 20 N0NCEBY W 30000am 10000 pm (GNT-08:00) Paci
x24 Full

. Click on Edit
. Click on the Begin Hour dropdown menu and select 8:00:00 am.

. Click on End Hour dropdown menu and select 9:00:00 pm.

. Click on the Time Zone dropdown menu and Select <YOURTIMEZONE>.

Click on Save.

Change Hours Covered Detail 2o

= Each Hours Covered Detail record defines different hours covered for
different days in the wesk, Monday through Friday, weekends, and

Begin Hour: £00:00 m 7

End Hour :00:00 pm o

©  indvidual days of the wosk, or holdays. Holday hours are specified
using the Holiday tabs. Hours are entered in whole hours using a 24-hour
format.
Name*: Sx13
Days Covered™.  WF
Hours Coveret No Coverage 26. Click on Begin Hour dropdown menu
24 Hour Coverage and Select 8:00:00 am
@ Use These Hours:

d Hour dropdown menu
lect 9:00:00 pm

Time Zone*: OISR 27 Click on En
and Se
28 Click on the Time Zone dropdown menu
and Select Eastern Time (US and Canada)
29. Click on Save

save Cancel

Save

[Waiting for viab.kaseyainct...

Click on New.
Click on Days Covered dropdown menu and select Weekends.

Select the radio button next to No Coverage.

Click on Save.

Click on the Time Zone dropdown menu and Select <YOURTIMEZONE>.
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‘Add Hours Covered Detail ?/3lx
Q da Holday
+ Each Hours Covered Detal record defines different hours covered for
aifferent days i he week, Wonday trough Frday, weekends, and

©  nawiual days ofthe wesk, or holidays. Holiday hours are specified
using the Holiday tabs. Hours are entered in whole hours using a 26-hour

format.
tli Click on Days Covered dropdown menu ]

Name* 513 and Select Weekends

Days Covered* eekends =

Hours Covered®: @ No Coverage

32. Select the radio button next to No Coverage ]

Time Zone* UTC-05:00) Eastern Time (US & Canada) M

33. Click on the Time Zone dropdown menu and
Select Eastern Time (US and Canada)

34. Click on Save

Save Cancel

35. Click on New.

36. Click on Days Covered dropdown menu and select Default Holidays.

37. Select the radio button next to No Coverage.

38. Click on the Time Zone dropdown menu and Select <YOURTIMEZONE>.

39. Click on Save.

Add Hours Covered Detail 2mlx
Q Add Holiday

= Each Hours Covered Detail record defines different hours covered for
different days in the wesk, Honday through Friday, weekends, and

©  indvidual days ofthe wesk, or hoidays. Holday hours are specified
using the Holiday tabs. Hours are entered in whole hours using a 24-hour
format

36. Click on Days Covered dropdown menu
and Select Default Holidays

Name*. 5x13

Days Covered* Default Holidays 7

(7]
(]
.
(&)
S
()
X
11]
c
Q
"2
©
c
©
X
4
(7]
(0]
(]
o
9
-
(]
7))

Hours Covered™ @ o Coverage
r”;\7 Select the radio button next to No Coverage ]

Time Zone* C-05:00) Eastern Time (US & Canada) i

38. Click on the Time Zone dropdown menu and
Select Eastern Time (US and Canada)

Save Cancel

N
39. Click on Save ‘

Redefining Values for the Procedure Variables for Bronze_SLA
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Bronze_SLA

Priority
Escalation (h) Stage Goal (h) Ticket Goal (h)

Priority 1 3 7 28

Priority 2 6 13 52

Priority 3 12 25 100

Priority 4 24 49 196

40. Go to Policies page.
41. Click on Variables tab.

42. Click on New

.’ Kaseya Kaseya Service Desk Workshop i o i st

PRSI TRTI=E 41 Click on Variables tab ages| iohndoe | Loaoft
mm ? ™ A tiew @Peat a]bRename YK oelste

Bronze_SLA ~ 3100 vl ¢ General Variables

Name Description dren] Pt K
@ Bronze SLA Policies for Bronze SL
Defautl SLA johndoe DefeulsLa fordomnt | |~ | 42 Click on New button

{D) service besk

= Operations
Tickets
Organization Ticksts. @ | siver_sLa Policies for Silver SLA
Tasks Associated Wih Tickets
Archived Tickets
Knowiledge Base
Search Al

= Desk Configuration
Desk Definiton

Gold_SLA Policies for Gold SLA

= Templates
Desk Templates
Note Templates
Message Templates

= Common Canfiguration
Global Setiings
Role Preferences

w
o
s
0
o
O
o
o
*
|
L
o
>
Q
77
o
=]
m

I

User Preferences

:‘ftl(; Go to Policies page
e
Polici

Coverags Schedules
Holidays

= Procedures Defintion
Stage Entry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request Mapping
Goal |

ps://viab kaseyanet/s fcore/] . aspxifin.

S9S1349X

43. Click on the Variable dropdown menu and select Escalation_Priority2.
44. Type 6 in the Value textbox.

45, Click on Save.
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Add Variable 2o

- Assign a variable o a polcy. This enatles procedures to perform
different steps or calculations for an ticket based on the value of the

©®  poicy variable. Each policy can assign a different value 1o the same
variable. Variables are defined using Variables. Select a variable and
assign a value.

43. Click on Vanable and Select Escalation_Priority2
Bronze_SLA

D:

Vol Fscanion Privty] -

Value®:

ﬁ}Type 6 in the textbox and click on Save

Cancel

Repeat the above steps for all of the Escalations, Goals, and SLAs

rier- Opsotonel o ESCEINA S<ov SN

=
(4 Kaseya Kaseya Service Desk Workshop
PETEE MR O] vou nave 30 unread messages| johndoe | Loaott

m m 2 Iﬁ o tiew APEdit o Rename YK Delete

Bronze_SLA ~ (51100 vl ¢ General Variables
@ service tesk Hame: Description e 2
[@ sroncesia Polcies for Bronze SL. | — vatne

— SO pefaut SLAphndoe Defaul SLATor oD | [5—p s 3
Organization Tickets Gold_SLA Policies for Gold SLA e =
Tasks Associsted With Tickets. Silver_SLA Policies for Siver SLA =
bty Escalation_Priority3 12
Keioksigs B ) Escalation_Proritys 2
Search All © | Goal_Priority! 12

|3 Desk Configuration © Goal_Prioriy? 2
Desk Defintion

Goal_Priorty3 @

5 Templates -
Desk Templates Sl CoaL Priviyd *
Note Templates © SLA_Priorty! 3
Message Templates O SLA_priorty2 2

= Common Configuration © | sua priontys 54
Global Settings S Pre— @
Role Preferences b S

i

User Preferences.
Incoming Email and Alarm Settings
Procedure Variables
Polcies
Coverage Schedules
Holidays.

|5 Procedures Definition
Stage Entry or Exit
Ticket Change:
Ticket Request De-Dup
Ticket Request Mapping
Goal
Escalation

ttps://vlab kaseya.net/vsaPres/
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320/ core/KHome.aspxfir.

46. Go to Coverage Schedules page.
47. Select the radio button next to 5x73.
48. Click on Standard Hours tab.

49. Make sure M-F, Weekends, and Default Holidays are set correctly.
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: KserverOperaionsl e EITINNRA -+ ECCIECNSA
., Kaseya Kaseya Service Desk Workshop erver - Operational MH S ystem LI Sysiem

PUEIIEII 49. Click on Standard Hours tab bs| johndoe | Looof
m m ? e o New ZPEat P Delete

) |5x13 v [3)[100 | v General Standard Hours
48 Select the radio buttom next to 5x8 ].Mew r

1 ST Wonday - Friday wi 1.

28] 9:00 - 17:00 weekday

() service pesk

Tickets
Organization Tickets
Tasks Associated With Tickets ©  DefaultiWorkingHours) Default working hours
Archived Tickets
Knowledge Base
Search Al

= Desk Configuration
Desk Defintion

Coverage Type  Holiday Begin Hour End Hour Time Zone
F 8:00:00 am £00:00 pm (UTC-05:00) Easte
Veekends (UTC-05:00) Easte
efaut Holdays. (UTC-05:00) Easte

326 Ful

3 Templates.
Desk Templates >
Note Templates
\essage Templates

' Common Configuration
Global Settings
Role Preferences
User Preferences

pro] 46. Go to Coverage Schedules
Poickl, T

Coverage Schedules
Holidays

=) Procedures Defnition
Stage Entry or Exit
Ticket Change
Tickst Request De-Dup
Ticket Request Mapping
Goal

itain servios dest definitions

Escalation |
hittps://viab.kaseya.net/vsaPres/Web20/core/KH: A i iaf-bb72-4290-8f L e-313f874547 db#-

50. Go to Desk Definition page.

51. Select the radio button next to <USERNAME>_SD.
52. Click on Processing tab.

53. Click on the Associated Policies tab.

54. Assigne GL machine group to Bronze_SLA, MR to Gold_SLA, CEC and SCIS to Silver_SLA.

e e

+ 00:0000 You have 30 unread messages| johndoe | Loaoff

mm ? &~ 4 tiew Pean <[ Rename K pete [ set Deaut (@ Inport [ expor:

(3] | customer_sD_automatior | | (¥ 100 |v.

;’ Kaseya Kaseya Service Desk Workshop

Defautt  Prefic I Description Ediing Tempiate  Defintion Template Require Ti

{) service Desk
ice Desk - Automation Customer ServiceC. Customer Service:

w
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51. Select the radio button next to ja/mdoe?SDL

x Tickets ice Desk - Basic Customer Service\C Customer Service
Organization Tickets p -
i & 5D Johndoe_SB Incident Management based on ML Fixed_WWidth_Tabbe TIL Incident
Tasks Associaled With Tickets
- Archived Tickets [6} K8 KnowledgeBase Knowledge Base Artickes Knowledge Base A1 ML KnowledgeBase
(2] T i
i v
. ses 50 Go to Desk Definition 52. Click on Processing tab 1
m =) Desk Cof|_JGration cted: 1| Viewing: 1-4
Desk Definiion
roparties Procassin
(0] 2 Templates
m Desk Templates i A=
Note Templates
Message Tempiates =+ £ssion 53. Click on Associated Policies tab
3 Common Configuration Policy. Poiicy Type Group OpeTEmTSyE OrgamzaTon org Type
e ) Bronze_SLA Wachine Group fu-johndoe.ol ‘Al Operating Systems
i ) Gola_SLA Machie G fu-iohng Al Operating Syst
S vt old_ Machine Group u-fohndoz.mr perating Systems
Incoring Emal and Alsrm Settings ) Siver_SLa Wachine Group. fu-johndoe.cec Al Operating Systems.
Procedure Variables © Siver_SLA Machine Group. fu-johndoe.scis ANl Operating Systems
Poicies
Coverage Scedules
Holidays.

= Procedures Defintion
Stage Entry or Exit
Ticket Change
Ticket Request De-Dup
Ticket Request lapping
Goal
Escalation |
Ittps://viab kaseya.net/vsaPres/\Web20/ core/KHome.asplfir..

We leave this part to you to develop some representative test suites to verify that, Tickets created by the
end users of different machines will end up with different policies. Accordingly, the escalation, stage goal,
and ticket due times will be overwritten by the corresponding policy.

Part 14

There might be a requirement that you need to prevent any further changes to a ticket unless a set of pre-
defined conditions are met.

How do we create a “Forcing Function” within the Service Desk Procedure?




Chapter 14 — Service Desk Hands-On Exercises Sadjadi et al. 121

How do we notify the editing user what the prerequisites are?

In the example we are setting up an approval request that can only be approved by One User
(Username=Tim Contact).

Steps are:
1. Creating a Request for Approval Status
2. Editing the Change Procedures to check for the Conditionals
- Check for the Request for Approval status
- Check whether the right editing user is allowed to make the changes
- Ensure that the Status is set to reflect the State of the ticket.
Part 15

When a ticket is in Solved Stage and end user replied that the issue still exists, we need to insert a pro-
cess to reopen that ticket.

Note: Ticket in an end stage cannot be reopened. This is the reason why we add a Solved stage to en-
sure that the end user no longer is experiencing the issue.

Steps:
1. Check for ticket in solved stage
2. Check that the person editing the ticket is the submitter or end user.
3. If both conditions are TRUE, Then reopen the ticket.
4. Optional : Create a new Status for reopen tickets
Part 16
Items to consider to complete the procedure automation:

1. The Helpdesk Technicians assigns the status of Waiting For User Feedback for the
status.
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2. Suspend Escalation or move the ticket to suspended stage
3. Send email to end user asking for more feedback
4. Send email to the Assignee of the ticket when the end user replies back with more information
5. Change ticket status back to In Progress
Items to consider to complete the procedure automation:

6. The Helpdesk Technicians assigns the status of Waiting For User Feedback for the
status.

* Add new Status entry if status does not exist
7. Suspend Escalation or move the ticket to suspended stage
* Add a step in the change procedure to suspend escalation

8. Send email to end user asking for more feedback
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* Add a step in the change procedure to the end user
* Review or add a Message Template for the email content

9. Send email to the Assignee of the ticket when the end user replies back with more infor-
mation

¢« Check when an information is received and send out the email
10. Change ticket status from Waiting For User Feedback

* Add a step in change procedure after the email notification to the Assignee

Part 17

Create an Agent Procedure to (a) collect information and (b) store it on the Kaseya Server. Create Service
Desk Procedure to check of the existence of the Collected Data in the stored location defined in the Agent
Procedure. If data exist, then append the information to the Notes of a Ticket.

When a CPU Utilization Alert occurs, Kaseya can automatically create a ticket. When the ticket is created,
check for the Monitor Set name in the ticket description. Assign a specific category and execute an Agent
Procedure on the machine that created the alert. The agent procedure collects the data and uploads the
information to the Kaseya Server in the machine specific folders. Move the ticket to another stage, Col-
lectData stage to pull the data and append it to the Ticket note section.

1. Download and Extract the contents of the ServiceDeskLAB.zip

2. Copy the Text2Html.exe file to VSASHAREDFILES\TextToHTMLConverter
Note: Create the TextToHTMLConverter first.

3. Copy the Kpermon.exe file to VSASHAREDFILES

Note: If you imported IT Service Delivery Kit and copied the Kperfmon.exe, then you can skip this
step.
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4. Under Agent Procedures Module, create a new folder under the Shared Cabinet and import the
Agent Procedure (AgentProcedureKperfmonSD.XML) into the new shared folder.

5. Under Service Desk Procedure Definitions — Sub-Procedures, import the sub procedures to col-
lect data and auto assigned categories. (Procedure Folder SDW.xml)

6. Edit the Auto Assign Category for Collecting Data procedure

e Edit the Schedule procedure command to point to the correct Agent Procedure that you
just imported.

7. Ensure that the correct references for Agent procedures and Sub procedures are performed

8. Edit the Identified Entry procedure to add a command step to execute the Sub-Procedure Auto
Assign Category For Collecting Data

Edit the Escalation Procedure
9. Add a new stage CollectData set the escalation time for 2 minutes
10. Set the Stage Procedure

11. Leave the Entry Stage Procedure Blank
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Review the Incoming Email and Alarm Settings
12. Alarm Mapping Procedure
13. Alarm Default Service Desk
Test Automation
14. Create a monitor set labeled “CPU Utilization” to test for CPU Performance
15. Monitor Processor Object, % Processor Counter, Total Instance.
16. Use Set threshold value very low to set off the alarm (i.e. 10%)
17. Assign the new Monitor set to an endpoint
18. Set the notification to Create Ticket
19. Review the Note Field and Escalation Time to check the progress

Note: Note there are delays in creating tickets from alarms. Data collected will list the process list into the
Note fields.

123

n
O
&
o
S
o
X
11]
c
Q
)
o
c
©
I
&
"
0
(]
®
2
o
®
70}




