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Add and Manage Users

When you log in to the ticketer you will be presented with the following screen in addition to your homepage

which will be based on your homepage preferences that you can setup.

P-NErrigal - Ticketer Workbench

Home Create Ticket

[ My Homepage 50 |

Search Tickets

My Profile Sthedule

Admin Opticns +

Search by D or Summary

To add a new user click Admin Options > Users > Create User.

e | Admin Options ~ |

Users

Forms

Workflow Manager
Reports

Email

Visibility Levels
Manage Regions

External Datasource

EEFHERE

LDAP Server

hd

3 Users

3 Create User
55 Groups
ﬁ Roles

&5 Owner Migration Tocl

Home | Advanced

Logout

Quick Search | | Advanced Search

You will then be presented with the create user form where you fill in the data accordingly.

&3 My Homepage

i, Create User & |

User Attributes
First Name : Last Name :
Login & Password @
Email Address : Desk Phone :

] Active

Roies and Visibilities
Permissions

Changehgmt - Approver

ChangsMgmt - MOC
ChangeMgmt - Reguester
ChangetMgmt - “iewer
Field Ops

Field Ops - Contractor
Field Ops - NextG

Form Admin
Implementation

Legal

Ianager

i e e e Y

Save & Continue

ChangehMgmt - Change Manager

[«

m

B

[ Disable Email Motific ations

[]  Assigned Visibility Levels
[ clebal

[F] AT&T - Arizona

[F] AT&T - Chicago

[[] ATAT - Colorado

[F] ATAT - East

[F] AT&T - East & Texas
[F] AT&T - Florida

[C] ATAT - Los Angeles
[[] AT&T - Louisiana
] AT&T - Michigan

[ AT&T - Midwest

[[] AT&T - Mississippi

Clzar Form
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Add New Query
Ticket Queries
Query Mams

Mo items to show.

Home Market : w

Confirm
Password :

IMobile Phone :

Time Zone Offset: |0

Homepage Gueries
Homepages (drag from Queries to ¢
Query in Page

Mo items to show.



Current list of ticketer user permissions and their description:

Name

Description

ChangeMgmt - Approver

Responsible for Approving Change Requests and Closing Change Requests that have
been Implemented and Verified.

ChangeMgmt - Change Manager

Change Management Super User. View all, Create, Update, Approve, Cancel, Close

ChangeMgmt - NOC

Responsible for updating a Change Request after the Implementation is complete and
the ability to view all Change Requests.

ChangeMgmt - Requestor

Create a Change Request, update/edit an existing Change Request that was created by
the Submitter.

ChangeMgmt - Viewer

Read only access to all Change Requests.

Field Ops *

Identify as a Field Operations user.

Field Ops - Contractor *

Field Operations - Outside Contractor.

Field Ops - NextG *

Field Operations - NextG internal.

Form Admin

Allows user to create, modify, and delete forms.

Implementation *

Identify as an Implementation user.

Legal * NextG Legal Dept.
Manager * Manager
Mobile User Can view and edit mobile tickets

Mobile Viewer

Can view but not edit mobile tickets

NOC *

Network Operations Center.

NOM *

Network Operations Manager

PM Carrier Viewer

Can view but not edit PM tickets

PM User

Can view and edit PM tickets

PM Viewer

Can view but not edit PM tickets

Project Manager *

DAS PM.

Report Admin

Allows user to create, modify, and delete reports. (Legacy feature)

RF Engineering *

Identify as an RF Engineering user.

SCN NOC Tech *

Role to identify the users in the SCN NOC.

Sysadmin

System administrator role.

Technician *

Technician.

Ticket Creator

Allows user access to create and view tickets.

Ticketer Admin

Gives user access to Ticketer Admin functions.

Workflow Admin

Allows user to create, modify, and delete workflows.

Any of the Roles in the table marked with an asterisk (*) are labels that are primarily used for identification of
users as well as in Reporting. All other Roles are essential for how certain parts of the application works. If a user
does not have one of these roles assigned they will not be able to perform specific tasks.
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Note: Due to functionality that has been introduced in 2.15, roles that were previously classed as labels, as well as
functional roles will now have much more of a purpose. See sections titled Editable and Hidden Forms, Editable
Form Fields, Advanced Workflow Settings for further information on how roles will be utilized.

A number of roles are also classed as Admin Roles. Having the Admin attribute will allow the user with the role to
access the Admin page of the Ticketer application. The roles that are Admin Roles are sysadmin and Ticketer
Admin. To give a role the Admin attribute select Admin Options > Users > Roles. Select the Role from the list of
roles and check the “Admin Role” checkbox. Click the “Save Changes” button at the bottom of the page.

Admin Qptions
Users

Forms

‘Workflow Manager
Reports

Email

\isibility Levels

Manage Regions

w

External Datasource

LR rERE

5
1

LOAP Server

§

Role Attributes

Role Name : sysadmin

3

3

3

:‘J Users
f‘_, Create User
& Groups

£8 Owner Migration Tool

3 My Homepage

Role Name
SCH MOC Tech
sysadmin
Technician

Ticket Creator

Ticketer Admin
Workflow Admin

Role Attributes

E#| Roles

Description

Role to identify the users in the SCH NOC.
System administrator role.

Technician.

Allows user acces to create and view tickets.

Gives user access to Ticketer Admin functions.

Allows user to create, modify, and delete workflows.

Role Name : sysadmin

Description : System administrater role. /| Admin Role

First Name, Last Name, Login, Password, Confirm Password, Email address, Desk phone, Mobile phone.

Active - this box is checked if the users account is actively being used as user accounts are not deleted just made
redundant due to their association with tickets.

Disable Email Notifications - if checked this will disable email notifications for this user. Please note: this does
not remove an email address from a ticket notification that is handled by contact responsibilities in the node

monitor.

Time Zone Offset - Relating to time before or after GMT.

Roles and Visibilities

The Permissions column allows you to set the permissions you require for a particular user. Please Note: User

editable roles include: user viewer, pm, mobile, admin, ticket creator.

Assigned Visibility Levels - associates selected areas with this user based on their visibility requirements. You can
assign a user all hubs under a carrier by selecting the carrier visibility level at the end of the hub list.
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Assigned Visibility Levels

A3 = OULITWESL
ATET - Texas
ATET - Utah

m

ATET - Virginia

m

TOODODO0O0ROOOOEOEOO

ATET - West
ATET - Wisconsin
ATT

Admin

Boingo

Boingo - Michigan
Clearwire

Clearwire - Morthern CA

Moo le ot

Add New Query & Homepage Queries - Allows you to enter customised search parameters and save them for
later use. After creating a new query click and drag the saved query to the homepage section in order to make
them visible on the homepage.

Add Mew Query Homepage Queries
Ticket Queries Homepages (drag from Queries to create)
Query Name Quuery in Page
query11 § 4 query 11 b4

& My Homepage %

— | query11 #

# Click Here for Auto-refresh and Columns Preferences

D k_! Pty Create Date Owners Weork flow Status Status By Inc luded Forms Summary
NC- 2 09/20/2015|[jbayona, ~ |DAS Incident |INVESTIGATING - | . SB"C“"’; Dgn?mp NEU_TX_Univ|*
11040117 . 21:56 fbaltierrez] Management Field Tech On-5ite | 3°NOUEATY (1) Bus alarm =
Hit Trap(1) —
ATT_VA_Colo
- RF adding
new RF DART
cards and
. Email(2) e e 4
MOD- i 09/21/2015|[zsavercool, Site Modification Site Visited by admin Bouncing m?t :Ili:satcho
'1040924 M 20:01 jnix] Field Tech Ticket(1) Crown thi p
& DAS NOC(1) anytning

without E

PR PSS

To save and create this user click Save & Continue button or to clear the form click the Clear Form button.
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To see the list of existing users click Admin Options > Users > Users
From there you will be brought to the list of users where you can see user details, depending on your roles.

In order to edit a current user, double click on their row in the table to bring up their information. You can then
edit the information accordingly. Once completed click the Save & Continue button to save the changes.
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Migrating User Responsibilities

It is possible to add the responsibilities to users for current and future tickets assigned to a hub from Admin
Options > Users > Owner Migration Tool.

Select the Responsibility Type from the dropdown. (e.g. Field Tech Primary)

Select the user to whom the responsibilities will be added to with To User. (e.g. Alberto Sanchez)

The checkbox “Assign ownership to tickets for currently unassigned hubs” allows you to assign ownership of
tickets to the user, where relevant, if there are no other users on that hub with that responsibility.

1) Select a responsibility type and then a user to migrate from and a user to migrate to.

Responsibility [Fieis Tech Primary -
Type:
|:|f-‘-.ssign cwnership to tickets for currently unassigned hubs

To User : |emigaldev+alberto. Sanc hez@gmail.com w

Click and drag the hubs you wish to add responsibilities for from the box on the left to the box on the right.

2) Drag any hubs that you wish to migrate from the left box to the right box

ATT West T Name “ -
Name * Region Cluster - ATT_AZ_ArizonaStateUnivStdm_01 -
ATT_AZ_CardinalStadiumParking_01(cDAS) West ATAT - Arizona = ATT_AZ_ArizonaStateUnivStdm_02

ATT_AZ_CaveCreek_01(x454) West ATA&T - Arizona ATT_AZ_CardinalStadium_01

ATT_AZ_Dynamite_01(P379) West ATET - Arizona $ ATT_AZ_CardinalStadium_02

ATT_AZ_FountainHills_01(P701) West AT&T - Arizona E ATT_AZ_CardinalStadium_03

ATT_AZ_ClendaleWestgate_01(cDAS) West AT&T - Arizona brag r:g;gmg\ignno ATT_AZ_CardinalStadium_04

ATT_AZ_l oneMountain_D1(x453) West ATET - Arizona ATT_AZ_CardinalStadium_0S

ATT_AZ_Paradise\alley_01(X463) West ATET - Arizona o ATT_AZ_CardinalStadium_08 £
ATT_AZ_Pinnacle_01(x452) West ATAT - Arizona ATT_AZ_CardinalStadium_07

ATT_AZ_Pinnacle_02(x452) West ATAT - Arizona ATT_AZ_CardinalStadium_08

ATT_AZ_SheaNorth_01(X451) West ATA&T - Arizona ATT_AZ_CardinalStadium_09

ATT_AZ_SheaSouth_01(X450) West ATET - Arizona ATT_AZ_CardinalStadium_10

ATT_AZ_Tucson_01(PHNXAZBO0S4) West ATET - Arizona ATT_AZ_CardinalStadium_11

ATT_AZ_Tucson_02(PHNXAZBOS4) West ATET - Arizona ATT_AZ_CardinalStadium_12

ATT_CA_BalboaPark_01{SD0T33) West ATET - San Diego ATT_AZ_CardinalStadium_13 W
ATT_CA_BalboaPark_02(SD0733) West ATAT - San Diego ATT_AZ_CardinalStadium_14

ATT_CA_Carlsbad_01(SD475) West ATAT - San Diego ATT_AZ_CardinalStadium_15

ATT_CA_Carlsbad_02(SD475) West ATAT - San Diego ATT_AZ_CardinalStadium_16

ATT_CA_CSUSB_01 West ATAT - Los Angeles ATT_AZ_CardinalStadium_17

ATT_CA_DelMar_01(SD468) West ATET - San Diego ATT_AZ CardinalStadium_18

ATT_CA_DelMar_02{SD458) West ATET - San Diego ATT_AZ_CardinalStadium_19

ATT 4 GalenCenter 01 West ATRT . Southern C4 3 ATT 47 CardinalStadium 20 3

You can filter the hubs by name, region, and cluster using the text fields above each column and then pressing the
filter button

ATT West
Name Region Cluster
ATT_AZ_CardinalStadiumParking_01(cDAS) West ATET - Arizona -

Finally, press Migrate
3) Click "Migrate' to perform this respensibility and owner migration.

Migrate

IMPORTANT:

When you press Migrate, a dialog will warn you that any previous responsibilities for that user on that hub will
be replaced, and that this cannot be undone.

This means, for example, that if a user was previously a Field Tech Secondary on some of the migrated hubs, and
is changed to Field Tech Primary, their previous responsibility as Field Tech Secondary will be replaced with that
of Field Tech Primary. The previous configuration will not be recoverable by the system.

You will be notified of how many tickets changed ownership due to this migration.
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Forms

Each ticket created can have many forms added to it. Forms are added to tickets to add extra pieces of information
to them. There is already a pre-made selection of forms to choose from, however it is possible to create your own

forms depending on their purpose.
To access forms go to Admin Options > Forms > Form Architect

Admin Options Search by 10 or Summary
E Users »
ﬁ Forms L _.fr Form Architect
e Wl Workflow Manager _..ff Tabular Form Arc hitect anac
:]J Reports #| Form Templates
w Email k ﬁ Complete Form Templates
Ll Visibility Levels [&! Manage Form Groups
ﬁ Manage Regions
} External Datasource
2 LDAP Server

From there you can begin to work on your form. If you want to open an existing form, click Architect > Open
Form then select the form you wish to open.

You can edit/ manipulate your form dynamically by clicking and dragging the form elements accordingly. To edit
the contents of the form element simply double click on it to bring up the context menu. Depending on the form
element you will see its form properties with different fields for you to fill in.

Once you have completed editing the form click Publish in order to publish the changes.
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Editable and Hidden Forms

Forms can be marked editable or hidden to users that are assigned to a certain role. To do this, open a form in

the Form Architect and select Current Form > Open Form -> Manage Role Visibility.

Home Create Ticket Search Tickets My Profile Schedule Admin €
(& My Homepage 5 ||} Form Architect

Architect v Current Form -

% SetHeader... —
MNew Text Lal E k Box New E
% Rename Form... B
New Text Bd & Preview Form... a;
Q Manage Market Visibility
New Select | <7 Manage Role Visibility
") Manage advanced properties =
"> Edit init grooviet ._:
Vcr'dgt\f Q Edit read grooviet :1}-\:'
3 Edit write grooviet -
SN
| [ Publish...
] HW Re:’ [#] Unpublish...

Replacement
To begin, select a restriction type, either “Editable” or “Hide Form™.

Manage Role Restrictions

To limit form functionality by role, select the restriction below, then drag the roles to the right :

Select Restriction : w

Hide Form
Editable

All Roles Roles to Restrict

Mo items to show. Mo items to show.

N

Drag roles to restrict visibility
or editing

Save

Close

“Hide Form” will hide the form all selection lists for the selected roles and also prevent it from displaying for

any user with any of the selected roles.

“Editable” will make it impossible for any a user with any of the selected roles to edit the form. If no roles

are added to the “Editable” restriction, the form is editable by everyone.

Errigal Confidential Proprietary
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To add the selected restriction to a role, simply drag the roles to the list on the right and click the “Save”
button.

Manage Role Restrictions

To limit form functionality by role, select the restriction below, then drag the roles to the right :

Select Restriction : | Hide Form v

All Roles
Implementation

Mobile User

Roles to Restrict
Legal

Manager

Mobile Viewer
NOC $

NOM

m

Drag roles to restrict visibility
or editing

PM Carrier Viewer

PM User

PM Viewer

Proiect Manaaer

Save Close

Note that the Ticketer Workbench will need to be refreshed for users to notice any changes.
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Editable Form Fields

Form Fields can also be marked as “editable” to users with specific roles. To do this, open a form in the Form
Architect and double click the component you want to restrict, the following popup will be displayed.

Send Updates to Carrier? Properties *

General Grooviet Validators

Database field

name {unigue} : update_carrier

Description text : Send Updates to Carrier?
Editable
[] Hidden
[#] Track in Running Log

[ Initial value

Set Properties \alidate Restrictions Cancel

Next, click the Restrictions button and drag any roles you would like the form field to be editable for into the
“Editable Roles” list and click the Save button.

Note that if the “Editable Roles” list is empty; all users can edit that field. The Ticketer Workbench must be
refreshed for these changes to be reflected.

Managing - update_carrier (Applies to all versions of the form instantly, no need to re-publish) = || .
HAyailable Roles Editable Roles
Mobile Viewer - Field Ops
NOC

NOM w

PM Carrier Viewer
Drag from left to right to make

PM User field editable for OMLY these
roles.
PM Viewer Mo roles implies everyone can
edit the field.

Project Manager
RF Engineering
Repaort Admin

Save Close

Errigal Confidential Proprietary 13



Workflows

Workflows describe the steps involved in order to resolve a ticket. They are automatically assigned to newly

created tickets and are structured differently depending on the ticket.
Workflows can be accessed from tickets or by clicking Admin Options > Workflow Manager

. | Admin Options * | Searchby IC

Manage Regicns

External Datasource

3 Users r
@ Forms L
| Workflow Manager =
—= &) Reports
fali Email g
=1 [ isibility Levels
2
>
)

LOAP Server

Once in the Workflow Manager you can manually create a new workflow by clicking Workflow > New then
giving the workflow a name, or open an existing one by clicking Workflow > Open and selecting the workflow.

[@ My Homepage % ” L Workflow Manager &% |

‘Workflow + Node ~ Connect Disconnect Current Workflow: test
Field Tech Dispatched Field Tech Dlsnal(i Received
Carrier Ticket Requested =
Carrier PO Requested
& Field Tech Dtsndd
/ =g Site Visited by Field Tech

Under Investigation .
Alarm Received oteg | \

"

N

-

Carrier Tﬂel Close Requested | =

/ j)‘

Alarm leved

Once you are in a particular workflow you can move workflow nodes around by clicking and dragging.
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To connect or disconnect two nodes click on the nodes you wish to connect and click Connect/ Disconnect
depending on your preference.

If you wish to add a new node, click Node > New, name your new workflow node and click OK.

5 Edit.
&l Import...

m. Q Remove Selected .

To edit an existing node, simply double click on it to open its context menu. From here you are given a number of
options to fill in/edit relating to the node.

Node Properties by

Behavior On State Enter | On State Exit Owners Colors

State Parameters

State : |Carrier Ticket Requested| w [] Start Node [[] Final Node
Send email to owners .L'L.Ift;nﬁ:tgr?'ul'h; » |

Escalation to Level 2

E=sc glst& {none) -
Action -

[[] Repeat

Escalation to Level 3

rerickson, dguerzen, sshotts

[[] Repeat

Save Cancel

For example, you can add certain Behaviour to a node to make it carry out an action when it becomes active, or
when it moves onto the next node. You can add general behaviour to it so that it sends an email notification to
owners associated for example, or to automatically add a form.

The On State Enter tab refers to behaviour incurred when the node becomes activated.
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Behavior ”{]nS‘lateErlter" On State Exit || Owners || Colors

_ When Entering This State

Run a Rule : |[”D"E] | v| with Args
Send an
Email - | "|

_ Mew Ticket Parameters (Mot et Available)

Create New Ticket _.“,arkf']g'tj?_' CBYD Problem Managem State - |NEW - PBI Ticket Createc
L L W .
Mew Ticket
Summary :
swe || cancel |

The On State Exit tab refers to behaviour incurred when the node is left and the next node is moved on to.

Errigal Confidential Proprietary
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Node Properties

Behavior On State Enter On State Exit Owners Colors

When Exiting This State

Run a Rule : |(none) v with Args
Send an
., W
Email :

New Ticket Parameters (Mot Yet Available)

|:| Create Mew Ticket MEW - PBI Ticket Createq

Save Cancel

T ——
The Owners tab allows you to edit the list of users that are related to this node. You can add or remove users by
clicking the left or right arrow buttons depending on your preference.

The Colors tab allows you to change the colors of the node itself and the node’s text.

Behavior On State Enter On State Exit Owiners Colors

Query Results |, r - #EOOOOO00
Highlight Color : (T 11T - Font Golor - | #000000 &

Once you have completed editing your workflow click Workflow > Publish in order to publish the changes to the
tools.

Workflow « MNode «

W Mew..
5,—['_3 Dpen...
k_! Save As .
Markets E

Edit Prefix

[& Publish...
[#] Unpublish...
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Advanced Workflow Settings

Advanced workflow settings are only available for configuration to admin users. They can be accessed by
logging in as a user with the Ticketer Admin role and navigating to admin/workflow manager.

To edit the advanced settings for a particular workflow, select the workflow from the dropdown.
Go to workflow/advanced settings, demonstrated below:

Eﬂ My Homepage J‘ Workflow Manager 3

Waorkflow Node -

MNew...

Open...

iC & &

Save As...

Markets ﬂ m

Edit Prefix

Advanced Setlings '
[ Publish...
[a]

Unpublish. ..

You should be brought to the following screen with advanced workflow configuration settings:

Errigal Confidential Proprietary
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Advanced settings for DAS Incident Management

@ Changes will take effect immediately - the workflow does not need to be republished

Allow Chilg Ticket Updates

Bouncing Timeout {minutes) 0

External Element Query SELECT

COMCAT({ce.name,’->"',pe.name, -
='.ne.name) name
FROM
ticketer.ticket t JOIN
ticketer.ticket_change tc ON
te.ticket_id = t.id JOIN
ticketer.f_crown_das_noc cdn ON
cdn.change_id = te.id JOIN
network_element ne ON
(cdn.node_name = ne.name OR P

Allow User Role to Close Ticket o sysadmin
. Ticketer Admin
. Report Admin
. Workflow Admin

. Farm Admin

. Ticket Creator
. Manager

. Technician

. Field Ops - NextG
. Field Ops - Contractor
. Project Manager

. NOC

. Legal

. PM Viewer

. PM User

. Maobile Viewer

. Mobile User

. ChangeMgmt - Requester
. ChangeMgmt - Viewer

. ChangeMgmt - Approver
. ChangeMgmt - NOC

. ChangeMgmt - Change Manager
. Field Ops

. Implementation

. RF Engineering

. SCN NOC Tech

. PM Carrier Viewer

. NOM

. testRolel1463059411802

Migration Owner Restriction

13

Field Tech Primary

5 Update

Check the roles which you want to be able to close a ticket in the selected workflow. In this example only
Ticketer Admin and NOC users have been given these permissions.

Click update to apply the settings to the workflow.

As a user with the appropriate roles i.e. NOC or Ticketer Admin, try to move a ticket to a closed state in the
workflow which the changes were applied to. You should be able to close this ticket without issue.

As a user who does not have the appropriate roles to close a ticket, try to move a ticket to a closed state in

the workflow which the changes were applied to. You should be presented with an error which prevents you
from closing the ticket.
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This page also has an option for applying a Migration Owner Restriction setting. This restricts what users will
be assigned as owners to tickets in this workflow when assigned to network elements using the Owner
Migration Tool. In this example users assigned to hubs as Field Tech Primary will become owners of tickets
for that hub while users that are assigned to other roles (such as Field Tech Secondary) will not.

Managing Clusters in the Application

Clusters can be managed under the visibility section. Go to Admin Options > Visibility Levels. From there click
the plus icon next to the Admin visibility level, then Global to go down to the carrier level. Clicking into each
carrier will drop you down to the node level.

Visibility Levels

Email Account

Mew Crown DAS M{

1 . Define and edit Visibility

Users “ 1

Abrams, Mike

-

mabrams

isibilities

ATET - Chicago, M

-
-

E‘QE; Admin levels.
|_—‘_|1£§ Global Mew Crown DAS M{ accept, accept accept MetroPCS - Mew '
2. Select a user to grant
[]...gﬁ MetroPCS Mew Crown DAS M( privileges. Addison, Shawn  saddison “erizon, Mextel, Ci 2
[]---ggg Thobile Mew Crown DAS M{ Agbemenyah, Sad sagbemenyah ‘erizon, Nextel, T
3. Drag visibiity into the list of
----- gl NextG Corporate New Crown DAS N privileges. Alston, Curtis calston_vrz Werizon - Atlanta
[ Lggl Werizon MNew Crown DAS M Optional Drag to reorder the Alvarez Jr, Marco mabvarez Crown, Thobile, S
isibili Tvile ch that
- Legh Cricket New Crown DAS Mt :hs: rpsri:;:r; ?,jgmy ?:fsi,:tuin th: Andrews, Shawn sandrews MetroPCS3 - Mass:
list.
- Lgh Sprint/Nextel New Crown DAS MN( = Ansah, Samuel  sansah “erizon, Crown, Tl
I:I---gg{ ATT Mew Crown D4AS Mt G Antol, David dantol “erizon, Mextel, Ci
[]—--@ Clearwire Mew Crown DAS M( Approver, Change capprover ATET - Arizona
Diescription:
[ Lggh LightSquared MextG MOC approver, ¢changer cmapprover ATET - Mew York
[]—--@ Meutral Mew Crown DAS M{ Approver2, Chang capprover2 ATET - Chicago
- Lgh Crown New Crown DAS MN( Arshad, Hammad harshad MetroPCS - MNew J
. Mo items to show. i
[ Legh Beingo MNew Crown DAS Mi Automaton, Ticket auto MextG Corporate
----- Ll Errigal New Crown DAS M( Baltierrez, Frank fhaltierrez “erizon, Nextel, A7
Banueles, David  dbanuelos Thcbile - Florida, ¢
Barnett, Bil bbarnett MextG Corporate,
Barroso, Jerome  jbarroso Global
Barrow, Steven sbarrow MextG Corporate,

Barrow, Steven
Barrow, Steven
Barrow, Steven
Barrow, Steven

Barrow, Steven

sharrow_cm_appn
sbarrow_cm_man:
sbharrow_cm_noc

sharrow_cm_regu

sbarrow_cm_view

ATET - Arizona, G
MetroPCS - Mew
letroPCS - Mew
MetroPCS - New
etroPCS - Mew

Bartock, Amanda abartock Crown, Global
Barton, David dbarton “erizon, Nextel, Ci
Bayona, Juan jbayona Global

Bedi, Karan kbedi Thaobile - Florida, (
Bell, James joell Sprint - Southern C
Beltran, Julic jbettran TMebile - Flerida,
Bennett, Chad cbennett Crown, Global
Bilhern, Joe jbilhorn ‘erizon, Nextel, A7
Bittner, Richard rbittner ATET - Midwest, C
Blackmon, Carl  cblackmon “erizon, Thobile, I
Blount, Chuck chlount

Crown - ‘.".'ashingttl

To add a visibility level, right click on the carrier or node you require and select Add Visibility Level.

To edit a visibility level, right click on the carrier/node you require and select Edit Visibility Level.

To delete a visibility level, right click on the carrier/node and select Delete Level.

Note: To manage a user’s market visibilities, you should be using the Admin Options > Add/Manage Users interface
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Please Note: Clusters must be synced in the node monitor to be visible to the tools. So it is important that when
you are finished making the changes in the node monitor to click the Add Cluster to DB button.
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Email Accounts

To manage the email accounts the Ticketer Workbench will use, click Admin Options > Email > Email Accounts

Admin Opticns
Users k
Forms ko

Work flow Manager Current

i

i

14

o

JJ Reports

ola Email M) o] Email Templates
Ll Misibilty Levels w Email Accounts
o i
<l

Manage Regicns 7.
External Datasource

LDAP Server

_— F

From here you can see a list of email accounts already created and their associated information.

To create a new email account, click the New button at the bottom of the page. You will then be presented with
the following screen where you can enter the information accordingly:

Email Aceount Properties
Account Name = From Address : Username :

Server Name : Password @

Reply-To Address
Port : [[] Active
Advanced Properties
Default Logo : [] Ticket Updates [ Ticket Scheduling
IMAP Folder ne Reminder Start Reminder End
(for Updates) Token : Token :
Default Workflow : Default Form : Default Priority : =

‘ New | Save Save As Test Delete

Email Account Properties

Account Name - name of the account

Server Name - name of the server

Port - the port number used by the server

From Address - the email address of the sender

Username & Password

Reply To Address - email address where email is received from

Active - is the email account active or inactive
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Advanced Properties (Optional info)

Default Logo - if you wish to associate a logo with this email account

IMAP Folder Name - the name of the folder you wish to associate with this email account

Default Workflow - if you wish to associate a default workflow with this email account

Ticket updates - If checked the email account will receive notifications on ticket updates

Default Form - if you wish to associate a default form with this email account

Ticket Scheduling - check this box if you want this account to receive updates on ticket scheduling
Reminder Start Token, Reminder End Token

Default Priority - if you wish to set a default priority to this email account

In order to edit a particular email account click on the entry in the table to bring up the information. From there
you can edit the data as you require. Once you have completed your edits click the Save button to save the
changes.

You can delete an email account by clicking on it in the table and clicking the Delete button.

Comments or Questions

For any additional questions, please email support@errigal.com.
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