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Simplicity Tracking Swstern By Simplicity 2
Wersion 1.0.0 January 2006
Thiz product is protected by U5, and international copyright laws, The

Please Login To The Simplicity Tracking System

Username: &#

Password: s




Home | Ticket Desk | ‘Your Tickets | Tools | Reporting | Admin | Logged In &s Jason Ireland -= Log Off

Welcome to the Simplicity Tracking System (ST5).

Thiz application is divided into various areas. These areas catn be accessed at any time by clicking the menu
iterns at the top of the page (provided you have access to them). Futher details about each area are
prowiced below,

Home
This is the homepage of the application, this link will return you to this page,

Ticket Desk
This is whera all tracking tickets are created. In arder to create tickets vou must have the appropriate access.

Your Tickets
This is whera all tracking tickets are worked, In order to work tickets you must have the appropriate access and be assigned to
appropriate groups,

Tools
Warious tools can be found in this area, Tools incude the Answer Base (an online knowledge center) and a custorner search uitility,
Tools can be used, viewed, and updated in this area (if you have appropriate access),

Reporting
&l reporting is done from this area, There are various levels of reporting options, depending on your access level, Reports can be
viewed and exparted from this link,

Admin
This i= the administration area of the program. This is where the application is setup, users are created and managed, and system data
is stored, This area is restricted to systermn administrators,

Public Customer Support Area
This area aliows public users or customers to create their own tickets and/or use the Answer Base, This area is currently enabled. To
access it please have your customers go to this URL: http:/fdey.sts,comfputlic

Other Options
Change “our Password
Return To The Hormepage

Log Off The Simplicity Tracking System
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STS Ticket Creation
Process

Enter first or
last name or
email

If a customer
is not found
click an “Add"

button and
enter their
information

address,
search for
customers

With the
customer id,
the ticket is

created wth a
certain status.
Now enter the
problem title,
description,
notes, priority,
and
attachment

-
is found then
select them

by clicking
them and then
verify and
update their

information
before moving

Y

Desk can
either "Work”,

Y
Y

Work Ticket
./

Y
The Ticket
Desk adds
tasks and

journals to the
ticket (they

must add at
least one of
each) and
then closes it.
Tasks are
dispatched
from the time
the ticket was
created here.

Process
Complete

"Assign” or
"Cancel” the
ticket

Y

Assign Ticket

Y

The Ticket

R
If a customer

on
~

Call or email

comes into

the Ticket
Desk

A list of
available
groups are
displayed.
The Ticket
Desk chooses
the group(s)
for the ticket
by
checkboxes
and then
saves the

assignment

Go To Ticket

Process

Y

Cancel Ticket

Y

Ticket is
deleted from
database and
attachments
are removed
from system.

Process

Complete
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Customer Search

Please enter the customer's first or last name, email address ar company below to search for results,

Search Criteria: | L Search ]

Cr click the below button ta add a new custamer,

L Add New Customer .]

1@°? '3

Customer Search

Please enter the custamer's frst or last name, email address or company below ta search For results,

Search Critaria: bob | L Search J

1 Record(s) Found

First Name Last Name Email Address Company

L Use Selected Customer ] L Add New Customer I]

1 B%=<@ *




Customer Information

First Mame: 9.=|Bob Last Mame: 9.‘-|Jackson

Email: !,e|jacksonb@tdfcorproation.com | Company: Bob's IT Company |
Phane: |309-345-6?89 | Fasx: | |
Address 1 |111 gth St | Address 2 | |
City |Anl,lwhere | State: |IL |
Zip Code: |61282 | Motes:
| save cthanges |
1 B%=< @ %3 =6 3 ' 3

Ticket Information

Ticket number 85 has been created for Bob Jackson on 12022005 at 09:13:48. Please fill out the below information ko complete
the ticket,

Problern Titla: = Priority: = LPIease Choosze... | 'rJ

Dezcription: = Motes:

[ Assign Ticket J l work Ticket J l cancel Ticket J If there are attachments, please add them below before clicking one of
these buttons,




Attachments

l Add Attachment J

Mo attachrments are on this ticket, click the Add attachrent button to add one.

I@\] |6| 1 1

Attachments

To add an attachrment please enter a title and the docurnent to upload
below:

Title:

File: Browse...

I Add Attachment G0 Back

' @ 3 ] 1 3 1




Tools

Answer Base
Please enter search criteria below, click a result bo

view the itern, The top 10 issues are displaved by
default,

Criteria: | Search |

j {5 Tide
2 Testing Server Error
1 Uzer Can't Lagin To Weabzite

Customer History

The 10 rmost recant tickets subritted by Bob Jackson
are lisked below, click a ticket ba wiew the itern,

Ticket Problem Tide

F0 test :J
£3 testz 3
=3 tezt
&1 Test
[ % * < ( *! 4
"'H/ I ' 5

Assign Awvailable Groups

Please select what groups to assign to this ticket from the below lisk of available groups, wou must select at least

Available Groups: _| <lient Developrment
_| zales
_| server Support
_| Tech Support
_| Ticket Desk v ]

[ Sawe Assignments Jl Go Back J
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Ticket Is assigned fam the Tioket STS Ticket Work Process
From Ticket Desk or another group/worker.
Desk Process Group POCs get an email and |-
see the ticket in the group bucket.
- They click it to view it.
e

Y

The ticket
The Grqup details are
POC decides displayed, as
the ticket are
should go to attachments
another group and all groups
and reassigns assigned,
it.

Y

The POC assigns it to a group =
worker (which could include Emaili sent to

themselves). An email is sent [ either worker
to the worker and the ticket l or group POC
appears in the workers bucket. Iy
The assigned
worker views
the ticket, the
» details are
» displayed, etc.
The worker
has & choices.
v Y Y Y Y
( ) 4 (" Transfer Complate D ( Add B
Gl e JCl U Assignment Ticket Assignment
I T I S
Worker adds Worker adds Worker With a task The worker
tasks to the journals to the transfers their and journal can add
tickat, they ticket, they assignment to added and another
must add at must add at anather completed the worker or
least ane least one worker in their worker can group to the
before it can before it can group, close the ticket, this is
close — it must close, including their ticket. different from
also be tasks and transfer as the
completed. journals, This original
Tasks are is done with waorker
dispatched checkboxes, remains on
from the time the ticket,
added here, —‘i,‘—* v This is dane
\i with

Process checkboxes.
continues until Process

ticket is Complete

complete
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Open Tickets

B [ vour Tickets (01

b [ client Develaprment (0

B ] Server Support (0]

b [ Tech Support (0]

B [ Ticket Desk (0]

¥ [ web Development (1)
[ 25 - test




Ticket Header

Ticket:

(Print Wersion) Ticket ID
a5

Customer

Bob Jackson - 309-345-6739 -
irelandj@tdfcorproation. com

Priority
Pricrity 3

Attachrnents:

Q
(add File) Screenshot

@

Assign Available Users

Please select users ko assign ko this ticket from the below lisk of available users,
vou must select at leask one,

Aszigned Groups: Ticket Desk,
Web Development

Available Users:

_| Jason Ireland

__| Moah Hinrichs

l

LSave Assignments J

l Reassign To Another Group J




Open Tickets

¥ [ vour Tickets (17

| ] 25 - tast

[ Client Development (07
b [ Server Suppart (0

B (] Tech Support (0]

B [ Ticket Desk (0]

B[] web Developrent (0]

1 @ /l 1 2 *
2 * HJ
* ' 6 1
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Ticket Header

Ticket: -
[Print Yersion) Ticket ID T
=] =
Customer
Bob Jackson - 309-345-6739 -
irelandi@tdfcarpraatian, canm
Priority
Prioricy 3 v
Attachrnents:
(Add File] Screenzhot
, @ 1 1 * 2 3 1

Assignments

[ Add An Assignment ] Click &n Assignment Below For More Oplions

[ Transfer Assignment ] [ Yiew Assignment Info ]

Group Status User Status
Ticket Dezk Clazed Jaszon Ireland Clazed
6@ ' * k% 1k 1 (




Assignments

Azzignirnent g
Reason: This ticket was assigned to the group Web
Development on 1270272003 at 09:16:06 by 3 |
Jason Ireland for the Follow reason: Group assigned
Thix tirket was assioned bo the nzer lason Tesland o0 L]
Journals:
Mare,
| Go Back
6 @ * * * K x
' * kM

Assignments
Pleaze choose users to transfer this ticket bo and enter a reason:

Available Users:
() Uszser - Moah Hinrichs

Assigrirment
Reason:

[ Sawve JL Ccancel J

, 6 @ 3 * 6



Assignments

Please choose groups or users bo add to this ticket and enter a reasan:

Aovailable
Groups And _| @roup - Client Developrment
U=zers:
_| @roup - Sales
| Group - Server Support
Assignimnent
Feazon:

[ Save J[ cancel J

, 6 @ % *

Tasks

[ Add Mewr Task J

Mo tasks are azsigred, click the Add Mew Task button to add one,

A@ J !




Tasks

To add a task select it from one of the below categories,

# ] Consulting Support
P ] Hardware Support
B ] Misc, Support

P ] Sales Support

B ] Software Support

Click Here To Add & Task Group  Click Here Ta Search Click Here To Cancel

A @ ' o "3

Tasks

Search Criteria: | | search |

Category Mame Task Name

Conzulting Suppart Attended Meeting :J
Hardware Support Device Support E|
Hardware Support Server Diagnostics _
Hardware Support Server Setup

Hardware Support Upgrades And Enhancements
Hardware Support Wark station Diagrnostics E]

Click Hera To Cancel

"3 * *4 265 '3 2 33



Tasks

Search Criteria: | L Search J

Task Group Name

Client Software Deployment

Click Hera To Cancel

A @ "'
o '3 * *4 265
% 3 '
4 H) |
Tasks

L add Mewr Task J Click A Task Below For More Options

"H

%

H

(

L Change Task Status JL Renmove Task ][ Complete Task ]

%

Task Status
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Journals

[ Add Mew Journal J

Mo journals have been added, click the Add Mew lournal button to add ane,

6 @ J M ' * 6 2 #
! 3 4 ¥ 6 * ! 52 o*
6* M 3

Journals

Please enter a journal below:

Journal: Fixed a server problem. | Sawe |
. Cancel .

6 @ M A "2A JD
$ HG6I "M



Journals

L Add Mew Jourmal J Click & Journal Below Faor Mare Oplions

L View Journal JL Modify Joumal JL Remowve Journal J

Date Time Journal

Tasks

This journal is from 12/02/2005 at 09:23:146,

Jaurnal:
Fixed a server problem,




Tools

Answer Base
Please enter search criteria below, click a result bo

view the itern, The top 10 issues are displaved by
default,

Criteria: | Search |

j {5 Tide
2 Testing Server Error
1 Uzer Can't Lagin To Weabzite

Customer History

The 10 rmost recant tickets subritted by Bob Jackson
are lisked below, click a ticket ba wiew the itern,

Ticket Problem Tide

70 tezt

=3¢ tezt?

=3 tezt

&1 Test

2'@ "% * < (
* ' 6 *
3" D*» >

Assignment Options

[ Complete Assignment J[ Return To Tickets J

# @1 D6 M
"H %

Really Complete Assignment?

[ Yes, Complete Assignment J l Mo, Go Back J

# @J * 2 3



{Close Assignment

four assignment for Ticket 85 has been completed, There are no other
assignrments open on this ticket so the ticket has also been closed. FPlease
rake sure you contact the custormer, Bob Jackson, at
irelandj@tdfcorproation.com or 309-345-6789,

Click here to continue,
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Answer Base

Please enter search criteria below, click a result o view the itern, The top 10 issues are displayed by default,

Criteria: | Search |

in Tite

2 Testing Server Errar

1 Uzer Can't Login To Website
"% * < B' 6 * 2 3 ' x '
3 2 1 1

Customer Search

Please enter search criteria below, click a result ba wiew the iter,

Criteria: bob | Search |

First MName Last Mame Email Address Company

Bob Jackson irelandj@tdfcorproation. c Bob's IT Company
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Reporting

r Management Reports

Billing Report

After entering a date range this report will list all all distinct custorners for the given timeframe with the tasks and time that
have been charged against thern for biling purposes. This report is based off the date the ticket closed. This report can also
be saved in Microsoft Excel

Ticket Desk Statistics Report

After entering a date range this report will show a timeline and ticket history statistics for the given timeframe regarding
Ticket Desk ticket creation, This repart is based off the date the ticket was created,

Individual Assighment Report
After entering a date range this report will show all tickets closed by a specific chosen user during the timeframe and also any
tickets they currently have open. This report is based off the date the ticket was closed.

Time Report

after entering a date range, a priority, and a minute value this report will showe 2l tickets that have tasks that meet ar
exceeded the minute value for the specified timeframe and priority, This repart is based off the open time, not the actual
time.

r Lead Reports

Group Ticket Count Report
After entering a date range this report will show, based on a chosen group, bow many tickets each group member has been
assigned to weark, This report is based off the date the ticket was assigned.

Task Report
After entering a date range and selecting a task this report will showe all tickets that use the selected task for the given
timefrarne, This repart is based off the date the ticket was closed.

Workload Report
This report will list out what tickets all warkers in your groups have open. This repart is based off the date the ticket was
clozed,

r Basic Reports

Group Member Report

This report will list out all active groups and all active members of those groups along with their contact information. This
repart cat be saved it Microsoft Excel,

Keyword Report
Search for tickets based off keywords, This report will search the title, description, notes, and journals of a ticket for results,
The ticket must have been dosed in arder to showe upin this report,

Personal Assighment Report

After entering a date range this report will show all of wour current open tickets and any tickets that you cosed during the
entered timeframe, This repart is based off the date the ticket was closed.

View A Ticket
after entering criteria such az a ticket number this report will diplay all information related to a chosen ticket,




Thket Desk Statisthcs Feport
11/, 2005 Foo 1130, 3

History Statistics
Erumieil D)
orvarrdee, 14

RicracaTiney, (12
hicrectrdeey, 03

W oty brotared I H oo Hiroohn B Puirks Ui

ket Creaticen Statstis:

e fredared - 23
Flogh Heeche - 12
Pl Ly - 4

B Tihiy Cooprd B Tk Rasbaed B Prumi; Tesians

Tickoet Diesk Resobation Statistios
Tots Tkais Creaiect
=
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Ticket Header:

Ticket ID
63

Customer
Boh Jackson - 309-345-6729 - irelandi@tdfcorproation. com

Priority
Priority 3

Problem Title
test2

Problem Description
test2

Ticket Notes
Marne,

Created On
11,/23/2005 - 09:03:50

Created By
Moah Hinrichs

Status
Open

Attachments
MNane

Assignments And Tasks:

|Gruup ||User ||Task ||Status ||Dpen Min. ||F'endin|_:| Min. ||nctual Min. |
[Ticket Desk |[7ason Ireland |[3rd Party Support |lclosed |z |l443=2 |E |
[Ticket Desk |[ason Ireland |[attended Mesting |lclased |12 |l4432 [1= |
|Ti|:ket Desk ||Jason Ireland ||Client Fixt ||Closed ||1 ||4432 ||1 |
|Ticket Desk ||Jasan Ireland ||Misc. Items ||CIDsed ||13 ||4432 ||13 |
[Ticket Desk |[Pason Ireland |[Ticket Creation |lclosed |1 |lo | |
[Ticket Desk |[Pason Ireland |[Upgrades and Enhancernents |[Closed |0 |l4431 lo |
|Ti|:ket Desk ||Jason Ireland ||Workstation Setup ||Closed ||3 ||4432 ||3 |
Ticket Desk loah Hinrichs |[Nga M s [lria 8,
Web Development |[Jason Ireland |N/& A S ||N,ff-‘« S
Journals:

MHone,

% A 36* 26* 6 3'D

# /

1 3 3 1 L}
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Transaction Log:

|Date ||Time ||.n|:tiun ||Descripti|:|n ||Extended Info ||D|:|ne By|

11/23/2005|(11:53:02|[Ticket created by ||This ticket was created via the Mone. Jason
helpdesk, helpdesk process, Ireland

11/23f2005|(11:55:06|[Ticket updated.  ||Ticket to be assigned by the Mone. lason
Ticket Desk Ireland

11/23/2005(|11:55:28||Group added. & group was added to this ticket, ||Group ID 7 - Reason: Group Jason
azsignied to ficket by Ticket Desk. ||Ireland

11/23/2005|(11:55:28(jGroup added, & group was added to this ticket, ||Group ID 3 - Reason: Ticket desk  ||Jason
group assigned by Ticket Desk Iredand

11/23f2005|(11:55:28|[User added. & Lser was added o this ticket, Lser ID 1 - Reason: Ticket Desk Jason
Lser assigned by Ticket Desk Ireland

11/23/2005(|11:55:28|Warklog task & wiorklog task was added and put |[None. Jason
added. into a working status, Ireland

11/23/2005(|11:55:28|[Worklog task & wiorklog task was closed. Mone. Jason
closed. Ireland

11/23/2005(|11:95:28(|Taszk cosed. At least one task was cosed, Mone, Jason
Ireland

11/23/2005(|111:55:28||User assignment  |[At lzast one user assignment on Mare. Jason
closed. this ticket was closed. Ireland

11/23/2005(|11:55:28|[Group assignment ||&t l=ast one group assignment on | None., Jas0n
closed. this ticket was closed. Ireland

11/23/2005(|11:55:28(|Ticket updated.  ||Ticket status was set to Open, Mone, Jason
Ireland

11/23/2005(|11:53:07||User added. & user was added to this ticket, Liser ID 1 - Reason: User assigned  ||Jason
to ticket by Group POC, Iredand

11/23/2005|(12:03:31 {|Journal added. & journal was added to this ticket, |[None. Jason
Ireland

11/23f2005(|12:04:02|[Warklog task & wiorklog task was added and put |[None. Jason
acdded, into a wiorking status, Ireland

11/23/2005(|12:04:02|(Taszk Added. & task was added to this ticket Mone. Jason
and put into a working status. Ireland

| FRFIFEEr | PR | N I T D JE 1 CYr— || E— 1

% A 3




Admin Area

Please choose an action from the below options:

User Management Group Management
Add & Mew Lser Add & Mewy Group
Modify &n Existing User Modify &n Existing Group
Category Management Task Management
Add A Mew Category Add A MNews Task

Modify An Existing Categary Modify A0 Existing Task
Task Group Management Priority Management
Add & Mewy Task Group Add & Mewy Pricrity
Modify &n Existing Task Group Modify &n Existing Pricrity
Ticket Management System Management
Modify & Ticket Update Systerm Options
Wienw & Ticket Ticket Clean Up

Mowe Tasks To Pending
' %

User Search

Please enter search criteria for a user to madify below, click the user in the results to continue,

Search Criteria: | Search |
First Mame Last Mame User Name Email Address
Jason Ireland jason.ireland jaszoniireland@simplicitysquared.com
Mike Kehl rmike. kehl mike.kehl@simplicitysquared. com
Moah Hinrichs noah.hinrichs noah.hinrichs@simplicitysquared. com
Public User public.user sts@simplicitysquared, com




| user Information | User Rights T Group Merbership |

User Mame: #|jason.ireland | Password: s | kst
First Marme: #|Jason | Last Marme: = |Ireland
Email: = jason.ireland@simplicitgsquared.cc| Phone: |309-283-D288
Motes: Systern Adrninistrator _] Public User

_| Farce Password Change

_| Dizabled
| sawve Changes |
7 3 ' ' 3 # 2 !
' 6 ' 33 # "H)2 C 1' 2A "
o 4 "H)2 % 13 3
tx 2 3 2 4' 3 H 2 I *'6
3 "2 * 2 2 51 2 A %
' ' * * '
3/ * ' 4 H 1 | ! 5 *
2 ' * 3 * 26 2 ' ' '
/ * 3 L} 1
* o 4 A .17% #N 5
|' Uzer Informmation T User Rights T Group Mermberzhip ‘|
Pleaze check the rights this user should have below:
Available Rights: _| admin - Lewel 1
M adrmin - Level 2
_| Reporting - Lavel 1
_| Reporting - Lewel 2
W Reparting - Level 3
| save Changes |
[ ' ' ' 2 2 *@
"% 1 * !
J
' " HI | ot 2 2
3 *




%

%

6 3"

User Information | User Rights li Group Membership |

Please check the groups this user should be in below:

Auvailable Groups: M Client Development

_| salez

ﬂ Server Support

M Tech Support

V] Ticket Desk LI

| save Changes |

% 21 6 '

Group Search

Please enter search criteria fior 2 group to modify below, click the group in the results bo continue,

Search Criteria: | Search |

Group Mame

'"H6

%

Client Development
Sales

Server Support
Tech Support
Ticket Deszk

web Development
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Group Inforrnation Group Members

Pleaze check the users this group should have below:

Awailable Users: ¥ Jason Ireland
| Mike Kehl
V] Maah Hinrichs

_| Public User

Save Changes

cC '"H 7212 6
" 2A
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