Ticket Summary
To view the complete case summary. Ex : The case status, Agent assigned
to, the case origin etc.
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Ticket ID — Whenever a case is created, a case ID is assigned by

default.

o Ticket Type — The type of case created . Ex: it can be issue, standard
etc

e Assignee - To assign the case to the team. Select the agent Mail ID,

then click Assign button. Assign to me - The agent viewing the case

can assign it to himself if the case is not Assigned to anyone.
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Status: Open-Un-Assigned

79
Ticket for: Harshitha

Priority: High - P2
Created: 02-November-202117:59:35

Assigned: -
Subject: TestingCase 1

User Email

@ harshitha@welkensoftware.com
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® sumanth@wolkensoftware.com

nis@gmailcom

OO0 0000

hithaisri@wolkensoftware.com

User Name

Harshitha shetty

Preetham
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Surnanth

nisarga

Hithaisri M K
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Transfer
Search

Location Role Name Checked in
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ltems per page: 10

Team Name — Specify the team name to which the agent belongs to. It is

mandatory to add the team name to assign the case to an agent.

e Select the Team name, to get the list of users . Select the User, then

click Transfer button.

Status: Open-Un-Assigned
Ticket for:Harshitha

Priority: High - P2
Created: 02-November-202117:58:35

Assigned: -
Subject:TestingCase 1

Assign

Transfer

Adding Team is mandatory, If you want you can choose the member of the particular Team.

Tew search

Backend Team
Customer success
Design Team
Engineering

IT Team

®
O
@]
O
O
O

QA Team

1-60f6 I
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User Name Agent

Please type min 3 characters tofilter Contact

Raghavendra
Hithalsri M K
Preetham

Harshitha Shetty

Items per page: 10 - 1-40fd4 K

[] remove current owner m

Status [ Substatus — The stage of the ticket in it's lifecycle.

» Open [Unassigned - The case is created , yet to be assigned to an

Agent.

» Assigned [ Assigned — The case is Assigned to an Agent
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o Addressed [ Addressed — The case is being worked on by an agent.

« Pending [ Approval — The queries regarding the case are sent out by
an agent and hence waiting for an approval.

» Soft closed [ Resolved — The query is resolved from an Agent
perspective if the customer is not satisfied, he can reopen the soft
closed case.

e Closed [ Closed — The ticket is solved and closed. If the customer
wants to raise a query once the ticket is closed, then the query is
considered as a fresh ticket.

Click Edit icon , to edit the ticket status/substatus

Edit Status

Select Status *
Open

lsct Subs:

Selact substotus *
Un-Assigned

Fig — 04

Priority — The severity of the ticket.

P1 - Critical
P2 — High

P3 — Medium
P4 - Low

Click Edit icon, to change the severity of the ticket.
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Edit Priority X

Frictity
High - P2 -

Cancel || Submit

Fig - 05
Date / Time Created — Date and time the ticket was created on.
Resolved on (Time) — Time when the ticket was resolved.
Date [ Time Closed - Date and time of ticket closure.
Last Updated — The updated changes on the ticket previously.

Ticket Origin — Case origin is from where the case is created , it can be via
Support portal, social media channels etc.

Edit Case Origin

Cass Origin *
|

Agent

Email Support
Facebook

Twitter

WhatsApp

Fig — 06
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Account
Contact name - Refers to Agent to whom the ticket is assigned to.

Edit Contact

iner user by email ID

Fil
mad

Madhushree (madhushree s@wolkensoftware.com)

wolken Admin

Fig — 07
Contact Email — Mail ID of the assigned agent.
Account Name — Refers to the Account to which the agent belongs to.

Reply button — The queries can be answered via Email , Facebook, and
Twitter .

Ex: When a customer raises a query via Facebook , the agent can resolve it
through the same media, or if the customer chooses Email, agent can
simultaneously shift to reply via Email to resolve the customer query.
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Add cC/Bcc mail ID if
necessary
e Click Spam button, to mark the ticket as spam.
e Click Close button, to close the ticket . Status of the ticket changes to
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o Click Transfer button, to transfer the ticket to another agent. Select
the team to which the ticket is transferred to.
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- Status: n-Un-Assigned

Ticket for: Harshitha

Priority: High - P2
Created: 02-November-202117:59:35

Assigned: -
Subject:TestingCase 1
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Transfer

Adding Team is mandatory, If you want you can choose the member of the particular Team,
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Click Add Notes button, to add in additional details of the ticket.
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Select Response Template

Filters Y All Scenarios
All scenarios: Template Type Name = Scenario
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¢ Click View details button, to view the subject and description of the
ticket.
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