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ExteNet have requested that an approval process be implemented during the creation of support tickets from
requested work.

ExteNet submitted requests that meet the “billable” criteria will be moved into a new “Pending Approval”
workflow state and must be approved by the designated approver (Matt Simpson) before work can proceed on
the ticket.

The ExteNet Support workflow will require 1 new state, “Pending Approval”, which should be implemented in the
following way (See Figure 1 - Proposed Workflow Change):

Figure 1 - Proposed Workflow Change

On the Kanban board, the Pending Approval state should appear before the Open state. Therefore, all tickets
created will initially be moved into the Pending Approval state.

Another proposed change would be to implement an “approval” form (Entitled Customer Approval) to denote
that the work has been approved and who has approved it. The form would be added upon entering a pending
approval state and the state cannot be advanced to in progress unless the form has been filled in. This form
should be visible to the customer.

Form Fields:
e Requester Email — the email of the person who submitted the request
o Ticket Classification —is the ticket billable or non-billable
o If billable selected, the Approver Name defaults to Matt Simpson as he is the only approver initially.
¢ Note - For additional info

While we are implementing this change, | would propose that we utilise the new “Estimated Effort” field on the
ticket detail window as opposed to the LOE field on the support request form.
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This has the added benefit of ensuring report consistency and would be visible from the Kanban view and ticket
detail view. This must be communicated to the ops team.

The Estimated Effort can be found in the ticket summary section of a ticket or on the Kanban board (See Figure
2 - Estimated Effort). The unit of time for this field is in hours.
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Figure 2 - Estimated Effort

When an email is received from the customer, it should be reviewed by the ops representative and deemed
billable or non-billable.

If you are uncertain about the classification of a ticket (billable or non-billable), please consult with the Customer
Support Co-ordinator or the Director of Operations for clarification.

Process:

1. Aticketis generated in Scotty Pro and the ticket starts in the Pending Approval state.
2. A Customer Approval form is added to the ticket automatically and must be filled in with the
appropriate data.
3. The ticket is deemed billable or non-billable.
a. If the ticket is deemed non-billable, the ticket advances to the Open state and can proceed as
normal through the workflow and an email is sent to the customer via the Non-Billable
Approval Request email template).
b. If the ticket is deemed billable, the ticket remains in Pending Approval until it is approved.
c. Anemail is sent to the approver and requester (This is handled via the Billable Approval
Request email template).




Note: Larger scoped tickets or projects (40 Hours or greater), require an exchange of requirements between
Errigal & ExteNet. Matt requested this be in the form of a call or similar, to ensure the most accurate
requirements are gathered.

If an approved ticket is about to go over hours due to new requirements or unforeseen circumstances:

e Stop work on the ticket immediately.

e Review the remaining estimated time.

e Send an email to the ticket approver (Matt Simpson) with this information and move the ticket back to a
Pending Approval state to be approved for the remaining work.

It was proposed an email template be created in ScottyPro to generate an automated response to the customer
if the work is billable.

The email template is entitled ‘Billable Approval Request’ and it looks like the following:

ZNERRIGAL

ESR-995194 - Knowledge Base Audit - audit of network group
configuration

Thank you for your email.

We have created to frack this request.

Due to the nature of this request | have moved the ficket into a pending approval state.
We have esfimated this task will take approx. 12 Hours to complete.

Please let us know if this work can be approved.

Kind Regards,

Errigal Support

Figure 3 — Billable Approval Request
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The form will retrieve the following from the ticket (so it is important that the data be filled in on the ticket or the
form won’t work as expected!):

Ticket Id

Ticket Summary
Estimated LOE
Approver Email
Requester Name

It was proposed an email template be created in ScottyPro to generate an automated response to the customer
if the work is non-billable.

The email template is entitled ‘Non-Billable Approval Request’ and it looks like the following:

ZNERRIGAL

ESR-995195 - Investigate SE-AL-AUBURN-HOST13P-B "don't know"
alarms

Thank you for your email.

We have created to track this request.

We have moved this ticket into an open state to be worked on by a support representative.
We have estimated this task will take approximately 2 hour(s) to complete.

Please let us know if you need anything else.

Kind Regards

Michelle

Figure 4 - Non-Billable Approval Request

e Areport should be generated on ScottyPro reporting manager which details the list of tickets pending
approval. The recommendation would be that this report be sent out on the Friday with the other ExteNet
reports so that it can be reviewed prior to the Monday call.

e The report is entitled — ExteNet Pending Approval Tickets and can be found on the ScottyPro
Reporting Manager.




