SLA Configuration

Wolken Care enables you to understand customer objectives, set timelines
for response based on different case types ,resolution for various queries

etc, ensuring impeccable user experience.

Getting Started

e Login to Wolken Care, as an Admin.

e Click the Hamburgericon=, Select SLA Configuration menu.
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e Click Create SLA button, to configure SLA based on priority of the

ticket and the ticket type.
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e Provide a Name for the SLA you are configuring, Select the Priority of

the ticket.

e Select the Timezone Source from the list box . The time zone depends

on the Caller’s Timezone or the Caller's account Timezone .
e Setthe Response Time for the SLA based on the priority of the ticket.

o Setthe Resolve time, to resolve the queries.

e Enable Active, Click Save for the SLA to be saved and notify via Email

to avoid SLA breach.
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