The app Aranda ASDK 8.19.10 is a mobile application for Android devices aimed at specialist users of Aranda Service Desk. This application offers various functionalities that
allow users to perform the following actions:

Manage cases such as Service Requirements, Incidents, Changes, Problems and Tasks.
Record cases of the type Service Requirements, Incidents and Problems.

Manage voting processes.

Manage the client’s signature.

Android ASDK Access

Access
To access the Aranda ASDK mobile application you must take into account the following information:
Get the app

1. Install the app on your device Aranda ASDK 8.19.10 from the Android Play Store. If you have an older version of the application, it is recommended that you delete the
cached data and uninstall it as it may conflict with the new version.
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Aranda ASDK

Aranda Software Corp
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3.3% | 2

60 opiniones @ 3.8 MB Apto para todo py

Instalar -

Acerca de esta app -

ASDK Mobile permite a los especialistas
gestionar casos desde sus dispositivos.

Productividad

2. 0pen the Aranda ASDK mobile app.

Configure API

3. To make use of the Aranda ASDK mobile application, configure the Aranda Service Desk API (ASDKAPI), which is installed with Aranda.ASDK.WebV8.Installer.exe. The app
offers two options for setting it up:

o Manual @ Configuration
o OR > configuration

Initial Setup

Manual Configuration

1. To perform manual configuration of the console connection, in the Aranda ASDK mobile app, select the Manual Configuration.


file:///asdk-mobile-android/en/pdf.html#section-009
file:///asdk-mobile-android/en/pdf.html#section-008
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Por favor escanee el codigo que le fue enviado
a su correo o ingrese manualmente los datos de
configuracion de su empresa.

Configuraciéon Manual

2. On the screen that is enabled you can register the Aranda Web Services URL which corresponds to the Aranda Service Desk API (https://(Server)/ASDKAPI/). Select the
Test Connection.
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URL de serviciosweb A...

W

Aranda Service Desk

URL de servicios web Aranda

https./ eS0T goreeieegi m——ASDKAPI/

Frobar CoOnexion

El host de servicios web es valido!

3. The application performs the validation of the entered URL. If it is correct, the message is displayed ‘Web Services Host is valid!. [Note|lf the URL entered is incorrect, the
message is displayed ‘'Web Services Host is invalid!, and the information entered must be validated.|

4. When the URL validation is complete, select the sight icon (Save) to store the settings and redirect to the login screen.
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URL de servicios web A...

URL de servicios web Aranda

https.//ia w o =/ ASDKAPI/

Configuration via OR
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¢ Permitir que Aranda ASDK
tome fotos y grabe videos?

Mientras la app € -1 en uso

Solo esta vez

Mo permitir

Ubique un codigo de barras dentro del rectangulo para escanear.
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Login
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Field Details of the field
Domain Type of user access.
User Username.

Password Password assigned to the user.
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Usuario del Especialista
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’ Obteniendo listado de casos

Bienvenido Nombre del Usuario en Sesién

4.If the data entered is incorrect, the application notifies the possible cause that prevents access, remaining on the login screen.

Password Recovery

1. To recover the password, on the Aranda ASDK mobile login screen, select the option Forgot your password?.
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\randa Service Desk

Usuario del Especialista

Hecuperar contrasena

B Se envio un mensaje de correo
electronico a la direccion registrada par...

F Note: If the value entered in the User does not match any user, the app generates the alert Invalid username.

3. If the domain settings are different from Aranda, select the option Forgot your password?.
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INTERSEQ

Mombre de usuario

Contrasena
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@Aranda PassRecovery

‘ara Comenzar ...




Application Portal

Application Portal

Option

Floating Menu

New (+)

Search (magnifying glass)

Cases

Label

General list of cases

9:15 % O v4ii

ARANDA

E1

Description

Displays a menu of options:

- Pending approvals: The cases pending voting in which the user specialist in session is responsible are listed.
- Tasks: List the tasks associated with the Session Specialist user.

- Freshen: Updates the information of the cases associated with the Specialist user in session.

- Safety: The Session Specialist user can manage the password change if they have the permissions.

- Log off: The Session Specialist user logs off.

It allows the specialist user to register cases of the type Requirement, Incident or Problem.
It allows you to search for cases associated with the specialist user in session by applying filters.
General list of cases associated with the specialist user in session

Allows you to display the name of the specialist in session.
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Casos Q + 3

4 Nombre del Usuario en Sesién

1477 01/08/2023 21:07:37
REGISTRADO
ARANDA SOFTWARESE >

1 4?6 01/08/2023 21:06:59
REGISTRADOC

MESA DE SERVICIOS TI b
Mombre del Usuario en Sesion

Mesa de Servicios |

Requerimiento @ FProgreso: @ 210%

14?5 A1/0 2023 152306
REGISTRADO

ARANDA SOFTWARES6 >
Anonimo

Mesa de Servicios T

to Progreso: @ 100%

Requerimien

569 31/07/2023 15:21:56
RESUELTO
ARANDA SOFTWARES6E >

Wemhre Adal | lenarin on Sagicin

To update the listing information, enter the floating menu and select the option Freshen.
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Arandda Service Desk

Casos Aprobaciones pendientes

LI EN  Tareas

1477
REGISTRADO

ARANDA SOFTWARESI

Nombre del Usuano en Seguridad

Refrescar

Cerrar sesion

14?6 LR VL LN b I B P
REGISTRADO

MESA DE SERVICIOS T

Mombre del Usuario en Sesion

Mesa de Servicios |

Requerimiento @ Progreso: @ 227%

14?5 31/07/2023 15:23:06
REGISTRADO

ARANDA SOFTWARESE

Anonimo

-

Vicios
nto @ Frogreso: @ 104%

Mesa de Sery
Hequerimie
569 31/07/2023 15:21:56
RESUELTO

ARANDA SOF TWARESS

Moamhre Adal | lenann en Sagian




The list generated is made up of a case card that makes it easier for the specialist user to identify it, this card is made up of the following parameters:

# Description

1 It corresponds to the Id of the case by project.

2 It corresponds to the date of registration of the case.

5 Corresponds to the current status of the case

4 It corresponds to the name of the company that is associated with the case, if it does not have a company it is shown blank.
5 Corresponds to the name of the user associated with the case, for Problem type cases the field is always shown blank

6 It corresponds to the name of the project to which the case is associated.

7 It corresponds to the type of case Requirement, Incident, Change or Problem.

8 It corresponds to the progress of the case, which indicates the percentage of attention that the case has.
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<  Busqueda de casos

4 Nombre del Usuario en Sesién

1473 207752023 07
HFGISTRADD N

-';":"‘.I"I':ZZ@ Frogreso: @ 153%

Safety

1. In the Mobile ASDK App Portal select the Safety from the Floating Menu.
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la Service Desk

Casos Aprobaciones pendientes
4 Nombre del [l YT I
1477 Ref
REGISTRADO CHEaca
ARAMNDA SOFTWARESI

anoen Seguridad

o QY
Cerrar sesion
14?6 LR LD £ U
REGISTRADO
MESA DE SERVICIOS TI >
Re '.| o) Progreso: @ 227%
1475
REGISTRADO
el Progreso: @ 101%

569
RESUELTO
ARANDA SOFTW! >

2. Enter the respective credentials and select the Save (view icon) to update the password of the Session Specialist user.
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{a Service Desk

< Seguridad v

Nombre del Usuario en Sesion

! |

LD L]




F Note:

e |f you do notrequire password refreshing, select the returnicon located at the top of the portal.
- If any of the data entered is incorrect, the application notifies the possible cause that prevents the action, remaining on the screen Safety.

e If you do not have the necessary permissions to change the password, by selecting the Save (view icon), the message is generated You do not have
permissions to perform this action.

Log off

1. In the Mobile ASDK App Portal select the Log off button from the Floating Menu to end the current session.
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Arancla Service Desk

Casos Aprobaciones pendientes

4 Nombre del il FITEE I

1477
REGISTRADO

ARANDA SOFTWARES!

sombre del Usuario en Seguridad

Mesa de Servicios T

Requerimiento @

Refrescar

Cerrar sesion
14?6 LWL V] A N I BN L
REGISTRADO
MESA DE SERVICIOS TI >
Mombre del Usuario en Sesion
Mesa de Servicios |
Requerimienta @ Frogreso: @ 224%
14?5 31/07/2023 15:23:06
REGISTRADO
ARANDA SOFTWARES6 >

ANQMImo

Mesa de Servicios T

Requerimiento ‘E’ Progreso: @ 103%
569 3170772023 15:21:56
RESUELTO

ARANDA SOFTWARESS >
Moamhre dal | lenarin en Saciiin

2. The application asks to confirm the logout. Select the option YES to be redirected to the login screen.
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Confirma que desea cerrar sesion?

NO Sl

F Note: If the specialist user selects the NO, the app does not end the session and remains on the current screen.

Create Case

Create Case

The Aranda ASDK mobile application allows the specialist user in session to register cases of the type Requirement, Incident or Problem. (You must have permissions
enabled.)
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Casos Q :

4 Nombre del Usuario en Sesién

571 04/08/2023 15:35:52
REGISTRADO
MESA DE SERVICIIS TI >
Lisyarion

3 e Servicdos Tl

T i
o Progresc: @ 0%

570 03708/ 2023 134437
REGISTRADO
ARANDA SOFTWARESS >

1477 01/08/2023 210
REGISTRADO
ARANDA SOFTWARESH >

1476 01 /DB 2033 21106:59
REGISTRADO
MieoA De SERAVICIOS T1 >

MNombire el |iss

FIisy & =&00mmmn

1. For case registration, in the portal of the ASDK mobile application select the option New (+).
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Aranda Service Desk

Casos Q ' :

4 Nombre del Usuario en Sesiimmns

5?1 04/08/2023 15:35:52
REGISTRADO

MESA DE SERVICIOS TI >
Usuario 1

Mesa de Servicios T

ncidente ¥ Progreso: @ 5%

570 03/08/2023 13:44:37
REGISTRADO
ARANDA SOFTWARES6 >

Anonimo

b ]
¥

esa de Servicios

ncidente Progreso: @ 103%

1477 01/08/2023 21:07:37
REGISTRADO

ARANDA SOFTWARES6 2
Mombre del Usuario en Sesion

Mesa de Servicios T

Requerimiento @ Progreso: @ 524%

1476 D1/08/2023 21:06:59
REGISTRADO
MESA DE SERVICIOS Tl >

MNombre del Usuario en Sesion

2. The window is enabled Case creation where you can fill in the following fields:
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Creacion de caso

4. Nombre del Usuario en Sesién

Tipo (g O .

Proyecto:

Mesa de Servicios Tl

Cliente:

v - e

Seleccione un cliente W
“

[

Cl:

Seleccione un Cl C .‘--:

Categoria:

Seleccione una categoria

Servicio:




Field

Guy

Project

Customer

Cl

Category

Service

SLA

State

Urgency

G.
Specialist

Specialist

Affair

Description

F Note:

Obligatory

Yes

Yes

Yes

No

Yes

Yes

Yes

Yes

Yes

Yes

No

Yes

Yes

Description

Radio button that allows you to select the type of case to be registered: Requirement, Incident or Problem.

Alist field that allows you to select the project to which the case is to be registered.

A search-type field that allows you to search and select the customer to whom the case is related. The search can be
performed by name, alias or email

A search-type field that allows you to search for and relate a Cl (Configuration Item) to the case. The search can be
performed by Responsibility and Use, Company or Service. For Problem cases, the field is required.

It allows you to view the category tree and select a category according to the selected project and case type.

Alist field that allows you to select a service, the list is generated in relation to the selected category.

Alist field that allows you to select the SLA related to the case. Auto-filled field according to the selected service.

It corresponds to the status of the case to be registered. This field is auto-filled by the app.

Alist field that allows you to select the urgency of the case.

Alist field that allows you to select the group of specialists to which the case is to be assigned. The groups associated
with the service are listed. The app auto-selects the first group in the list.

Alist field that allows you to associate a specialist with the case, and lists the specialists associated with the selected
group.

A text-type field that allows you to enter the subject of the case.

Text-type field that allows you to enter a description of the case.

e There are predecessor fields, that is, if one field is not filled in first, the next one is not allowed to be filled in.
e Atany time during the case registration process, it is possible to cancel the case

3. When you complete the registration click on the Save to confirm the changes made and to be able to fill in the additional fields.
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Aranda Service Desk

Creacion de caso X :

4, Nombre del Us eI i Sion
Tipo |Q}'| 0 [ ._ |

Requerimisnto nCidente ‘roblema

Proyecto:

Mesa de Servicios TI
Cliente:

Usuario 1

Cl:

Monitor Secretaria Gerencia

Categoria:

Instalacién

Servicio:

Servicio CRM >
SLA:

Bajo >
Estado:

F Note:
e [f at the Save, there is a mandatory field not filled in, the respective alert will be generated.

e |f there are no additional fields, the application finalizes the case record and displays the alert Case created. {: #important}|

4. Enter the additional fields. Additional fields are grouped according to their settings by status, service, category, and basic fields. Select the Save to finalize the
registration of the new case.
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Aranda Service Desk

Campos adicionales

K; Aranda Software Guardar
Campos por estado N
FECHA PRUEBA (*)

meo  (04/08/2023 17:12:54
=== o

Tipo Multiple WS

E Seleccione

Campos basicos N

Soporte Facturado

a»

Motivo Soporte No Facturado:
= i

Prueba Fecha

F Note:

e Fields marked with an asterisk are required.

e The display of the additional fields and their enforceability depends on the configuration made in the BASDK configuration console.
e If youselect Save, there is a mandatory field that has not been filled in, the application generates the corresponding alert. {: #important}|

5. When the case registration is complete, the Aranda ASDK mobile application displays the alert Case created.
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Detalles :
572 04/08/2023 15:38:09
REGISTRADO
MESA DE SERVICIOS TI
Usuario 1
Incidente
Progreso: EE—— 1 3%
Proyecto: Mesa de Servicios TI
Cl: Maonitor Secretaria Gerencia
Servicio: Servicio ERP
Urgencia: LOW
Especialista: Nombre del Usuario en Sesion
Categoria: Instalacion
Estado: REGISTRADO
Razon: MNuevo
SLA: Bajo
Asunto )
Descripcién Il Caso creado >
Solucién >

Find a Client

During case registration and when managing the field Customer, in the ASDK mobile app portal you can perform a customer search using three criteria: Name, Alias, or
Email.



Aranda Service Desk

Busqueda de clientes

usuario Q

BUSCAR

&

Usuario 1

1

B e

usuariosusdk@hotmail.com

i

Usuario 2

c2

B e

usuariosusdk@hotmail.com

i

Usuario 3

wull b= ™"

4

usuariosusdk@hotmail.com

F Note: If the query does not generate results, the following message is displayed in the application portal: No more data. {: #important}|

Search Cl

During case registration and when managing the field Cl, on the ASDK mobile app portal you can perform a search using three criteria: Liability and Use, Company or
Services.
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Aranda Service Desk

Busqueda de ClI

% Q

Responsabibdady () Compatiia () Servicio

L0

BUSCAR

EQUIPO DESARROLLO 3

Equipos de Computo

EQUIPO DESARROLLO 4

Equipos de Computo

Monitar Secretaria Gerencia

ronitar

m12345

Criterion Conditions and Actions

- Selecting a client and selecting this filter searches for the Cls for which the client is responsible.

Sl eSS When selecting the filter without having previously selected a client, all the existing Cl's in the project are searched.

- Itis mandatory to select a customer in order to perform the search.

el - Through this filter, the CI's of the companies in which the selected client is associated are displayed.

- Itis mandatory to select the category and service in order to carry out the search.

SERTEES - This filter shows the Cls that are associated with the previously selected service.

F Note: If the query does not generate results, the following message is displayed in the application portal: No more data.

Search filters

Filtered searches

1. For more precise searches, in the Mobile ASDK App Portal select the option Search (magnifying glass icon).
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Casos , o

4 Nombre del Usuaridil: s

572 04/08/2023 15:38:09
REGISTRADO
MESA DE SERVICIOS Ti >

Usuano 1

Mesza de Servicios T

ncidente € Progreso. @ 14%

5?1 04/08/2023 15:35:52
REGISTRADO

MESA DE SERVICIOS T )
Usuaro 1

iMesa de Servicios |

ncidente FProgreso. @ 14%

5?0 Ua3/08/ 2003 1 34457
REGISTRADO

ARANDA SOFTWARES6 >
Anonimo

Mesa de Servicios T

ncidente Progreso: @ 113%

1477 01/08/2023 21:07:37
REGISTRADO
ARANDA SOFTWARESE >

Moamhre Aol | lenann on Saciain

2.Inthe window that is enabled, enter the following criteria and click the To find at the top of the screen.
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Aramdda Service Desk

Busqueda de casos - 8

#° Nombre del Usuario en Sesili:Tts

Proyecto

Mesa de Servicios TI 4

Tipo

(3¢ O &

y b " 3
Caming Requerimiento e e EFroblama

Estado ID

Todos = Buscar por id Q

Podra realizar la busqueda por un estado en parlicular para
todos los casos y por el numero del caso




Field Description
Project  Alistfield that allows you to select the project
Guy Radio button that allows you to select the type of case to search for Requirement, Problem, Incident or Change

Alist field that allows you to select the status. The list is generated according to the status flow of the selected project. The item All

State pefault
ID A numerical field that allows you to enter the identification number of a case, in order to refine the search.
B Note:

e Theresults of the generated query only take into account cases where the specialist in session is responsible.
e To exit the ‘Case Search’screen, make a sustained swipe to the right on the left side of the screen.

3. When you select the To find, redirects to the Case Search where a list of cases organized by the global ID of the case in relation to the configured criteria(s) is displayed.
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Aramda Service Desk

<  Busqueda de casos

4 Nombre del Usuario en Sesién
1477 01/08/2023 21:07:37
REGISTRADO
ARANDA SOFTWARESE >
Mombre del Usuario en Sesion

besa de Servicias Tl

Requerimiento ¢ Progreso: @ 558%
1476 01/08/2023 21:06:59
REGISTRADO

MESA DE SERVICIOS TI >
Nombre del Usuario en Sesién

Mesa de Servicios TI

Requerimienta @ Frogreso: @ 558%
14?5 A1/07 2023 15:23:06
REGISTRADO

ARANDA SOFTWARES6 >
Anonimo

Mesa de Servicios TI

Requerimiento @ Progreso: @ 1/0%
1474 28/07/2023 21:21:09

EN PROCESOD

MESA DE SERVICIOS T >
I lepiarim 1

If the query does not generate results, the following alert is generated in the application portal: No more data. To modify the search criteria on the screen Case Search,
select the Back (back icon).



Aranda Service Desk

Busqueda de casos

4 Nombre del Usuario en Sesién

B No hay mas datos

Case Approval

Case Approval

1. To manage active approval processes, in the Mobile ASDK App Portal select the option Pending Approvals from the Floating Menu.
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Casos Aprobaciones pendientes

4 Nombre del IR

572
REGISTRADO

MESA DE SERVICIOS T

Lsuano 1 Seguridad

Meza de Servicios T

ncidente

Refrescar

Cerrar sesion

5?1 LV TRV s Nar AL VP Ate Iy [ B 4N REY P8

REGISTRADOC

MESA DE SERVICIOS | >
Usuano 1

Mesa de Servicios |

ncidente FProgreso; i 20%

5?0 Ua3/08/ 2003 1 34457
REGISTRADO

ARANDA SOFTWARES6 >
Anonimo

Mesa de Servicios T

ncidente Progreso: @ 118%

1477 01/08/2023 21:07:37
REGISTRADO
ARANDA SOFTWARESE >

Moamhre Aol | lenann on Saciain

2.Inthe window that is enabled, the list of cases in which the specialist is responsible for voting and that are in the process of active voting is displayed.
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< Solicitud de aprobacién

4 Nombre del Usuario en Sesién

1445 05/07/2023 22-44:04
ASIGNADOD
ARANDA SOFTWARES6 >

1444 04/07/2023 23:14:24
ASIGNADO

ARANDA SOFTWARES6 >
Anonimao

Mesa de Servicios | -
Reqguerimiento ) votar

125 09/05/2023 19:45:28
REQUIERE APROBACION TECNICA
ARANDA SOFTWARESE >

Anonimo

Mesa de Servicios T ‘

- Viota
Cambio &% Votar

1 24 D9/05/2023 1 73745

REQUIERE APROBACION TECNICA
ARANDA SOF TWARESS >

Womhre dal | lenarin en Seagiin




F Note:

e |f the Session Specialist user has the necessary permissions, they can select a case from the list and view its details.
e Toexit the 'Request for Approval screen, simply press the Back (back icon).
e |f the specialist does not have cases pending approval, the following message can be displayed in the application portal: No more data.

3. Select the Vote associated with the case, to manage the approval process.

752 8 M W 3GANR

Aranda Service Desk

-

<  Solicitud de aprobacion

4 Nombre del Usuario en Sesién

1445 05/07/2023 22:44:04
ASIGNADO

ARANDA SOFTWARESE >
ANOMIMmo

Mesa de Servicios Tl :

Requerimiento ¢ d ‘

1444 04/07/2023 23:14:24
ASIGNADO

ARAMNDA SOFTWARES6 >
Anonimo

Mesa de Servicios Tl

Hequerimiento @ [_ Votar ]

125 09/05/2023 19:45:28
REQUIERE APROBACION TECNICA

ARANDA SOFTWARES6 >
Anonimo

Mesa de Servicios TI ‘

Cambio &% Votar

124 D9/050/2023 1 /3745
REQUIERE APROBACION TECNICA

ARANDA SOFTWARES6 >

Moamhre dol | lenarin en Saciiin

4. In the window that is enabled, the specialist user can validate the information of the case and vote.
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Q) Service Desk

h
-

SOLICITUD DE APROBACION

# Nimero de caso: RF-2890-1-1445

D) proyecto: Mesa de Servicios T1

-'l- Cliente: Anonimo

1 Estado del caso: ASIGNADO

JE servcio: Aplicaciones Comerclales
Categoria: Configuracion

0 Estado de la votacién | Activo |

Asunto: Caso confidenclal

@ Mas informacién

€ No Aprobar

& Aprobar

Ver descripcion del caso

D. Campos Adicionales ~

5.In the application portal, make a sustained scroll with the mouse, from left to right to return to the updated case registry list.
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<  Solicitud de aprobacion

4 Nombre del Usuario en Sesion

1445 05/07/2023 22:44:04

ASIGNADO
ARANDA SOFTWARES >
itr PVISios |
© ¥ o
1444 14/07/2023 23:14:24
ASIGNADO

9

125 19/05
REQUIERE APROBACION TECNICA
ARANDA SOFTWARES >

124 e Ay
REQUIERE APROBACION TECNICA
mmbre el | lenario an Saqir

Case Management

Case Management

1. In the ASDK mobile app portal, the general list of cases is displayed, either from the main view or in the case search and pending approvals options.



Aranda Service Desk

Casos

Q -+

4 Nombre del Usuario en Sesién

572

ASIGNADO

MESA DE SERVICIOS TI
Usuario

Mesa de Servicios Tl
ncidente

o7

REGISTRADO

MESA DE SERVICIOS T
Usuario 1

iMesa de Servicios T1

neidente ¥
570

REGISTRADO

ARANDA SOFTWARESE
Anonimo

Mesa de Servicios TI

ncidente

1477

REGISTRADO
ARANDA SOFTWARESE

Womhre Adal | lenarnn en Seciin

04/08/2023 15:38:09

Progreso: @ 146%

-
e
L
o0
J
-
P
Ll
(g |

)
LA |
L
P

Progreso: @ 146%

U3/08/ 2023 134437

Frogreso: @ 245%

01/08/2023 21:07:37

2. To manage a case, select a record from the case list, and in the Details You can view and modify the case information. Select the option Edit from the floating menu to

access the window Case Edition where you can modify the fields associated with the cases:



) Aranda Service Desk

Detalles :
572 04/08/2023 15:38:09
REGISTRADO
MESA DE SERVICIOS T
Usuario1
Incidente ¥
Progreso: A — 2 8%,
Proyecto: Mesa de Servicios TI
CI; Monitor Secretaria Gerencia
Servicio: Servicio ERP
Urgencia: LOW
Especialista: Nombre del Usuario en Sesion
Categoria: Instalacion
Estado: REGISTRADO
Razon: MNuevo
SLA: Bajo
Asunto )
Descripcion >

Solucién >




Field

Progress

Project

Cl

Service

Urgency

G.
Specialist

Specialist

Category

State

Reason

SLA

Known
Error

Cause

Affair

Description

Solution

Historical

Additional
Fields

Time/ANS

Attach

Tasks

Signature

Editable
in
Details

No

No
No
No

No
N/A

No
No
No
No

No

No

No

No
No

No

Yes

No

No

Yes
No

Yes

Editable
in Case
Edition

No

No

No

No

No

Yes

Yes

No

Yes

Yes

No

Yes

Yes

No

No

Yes

N/A

Yes

N/A

N/A

N/A

Yes

Description

It allows you to visualize the percentage of attention that the case carries. It should be noted that the
visualization of this progress is not in real time; therefore, the changes in the percentage depend on the
times configured in the SLAs and the console update.

It allows you to visualize the project to which the case is related.

It allows you to visualize the specific IQ related to the case.

It allows you to visualize the service related to the case.

It allows you to visualize the level of urgency related to the case.

It allows you to visualize the group of specialists assigned to the case.

It allows you to visualize the specialist responsible for the case.

Allows you to view the category related to the case.

It allows you to visualize the current status of the case.

It allows you to visualize the current reason for the case.

It allows you to visualize the level of agreement of the service related to the case.

It allows you to visualize, manage if the case is classified as a Known Error. Applies only to Problem type
cases.

It allows you to visualize and manage the cause of Known Error classification. Applies only to Problem type
cases qualified as Known Error.

Allows you to visualize the subject of the case

It allows you to view the description of the case.

It allows you to view and manage the comment of the case solution.

Allows you to add notes and view the history of modifications of the case. Each record is displayed in an item
that allows you to see the details when you click on the corresponding card.

Allows you to view and manage the information of the additional fields.

It allows you to visualize the times, progress, estimated dates, and actual dates of the service level
agreements of the case.

Allows you to view the files attached to the case. From this same field, you can also attach new files from
your mobile device.

It allows you to visualize the tasks related to the case.

This functionality allows you to view and manage the information in the signature module. Does Not Apply to
Problems.
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Casos Q 1-

4 Nombre del Usuario en Sesion

EN PROCESO

MESA DE SERVICIOS T
Isyano

Mesa de servicios [

Requerimiento @ Progreso: # 198%

568 28/07/2023 21:18:37
REGISTRADO

ARANDA SOFTWARES!
ncidente # Frogreso . 398%

567 28/0772023 20047225
REGISTRADO

IE SERVICIOS T

566 28/07/2023 20:15:51
REGISTRADO

RLIDA

=5 kel | = vy len B emed i o

F Note: To exit the ‘Edit Case’ screen without saving changes, select the Cancel (X).

3. 0n the screen Case Edition Select the sight icon (Save), to store the modifications made to the case.
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) Aranda Service Desk

Edicion del caso X

1474 3 21:21:09

MESA DE SERVICIOS TI
Usuario 1
Requerimiento

Progreso: LMk}
Proyecto: Mesa de Servicios TI
Cl:

Servicio: Acceso Remoto (VPN)
Urgencia: LOW

G. Especialista:

Gestor de Requerimientos de Servicio >

Especialista:

Nombre del Usuario en Sesién >
Categoria: Asignaciones
Estado:

EN PROCESO >
Razon:

Inicio de gestion del caso >
SLA: Bajo VPN

4. If the update is successful, the application redirects the specialist user to the Details.
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Aaduls Seivice Desh

[T L]

Edicion del caso

1474 28/07/2023 21:21.09

MESA DE SERVICIOS TI
Usuaria
Requerimiento ™

Gestor de Requerimientos de Servicio 3
Especiahsta:

Nombre del Usuario en Sesion e
Categoria Asignaciones
Estado

EN PROCESO >
5'.‘-_1,:"_|I }

Inicio de gestion del caso b
SLA Bajo VPN
Asunto p
Descripcion >
Solucion p

In the case management process on the mobile ASDK app portal, the specialist user can perform different activities of Complementary management how:

Case Status Management <
Attachment Management ©

Note Management &

Case Reassignment < Management
Customer Signature @ Management

Other Procedures
Case Status Management

Case Status Management

1. To perform status management for a case, select arecord from the case list and from the window’s floating menu Details Select the Edit.


file:///asdk-mobile-android/en/pdf.html#section-010
file:///asdk-mobile-android/en/pdf.html#section-011
file:///asdk-mobile-android/en/pdf.html#section-00e
file:///asdk-mobile-android/en/pdf.html#section-012
file:///asdk-mobile-android/en/pdf.html#section-00f

T Aranda Service Desk

Detalles Editar

572 Cerrar sesion
REGISTRADO
MESA DE SERVICIOS TI
Usuario 1
Incidente
Progreso: T @ dEw
Proyecto: Mesa de Servicios Tl
Cl: Maonitor Secretaria Gerencia
Servicio: Servicio ERP
Urgencia: LOW
Especialista Nombre del Usuario en Sesion
Categoria: Instalacion
Estado: REGISTRADO
Razon: MNuevo
SLA: Bajo
Asunto )
Descripcién >
Solucién >

F Note: < Brazil>

e If the case is being handled by another specialist, the following message is generated: Case Blocked by (Specialist Name) Since (Date and Time).

e |f the case has an active Voting Process and the session specialist is not responsible for voting, the message is generated Voting Process and the status of
the case cannot be managed.

e |f the selected case has an active Voting Process and the Session Specialist is responsible for voting, the Vote. You can use the button to manage voting,
but you are not allowed to manage the status of the case.
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Detalles :
572 04/08/2023 15:38:09
REGISTRADO
MESA DE SERVICIOS TI
Usuario 1
Incidente
Progreso: T @ dEw
Proyecto: Mesa de Servicios Tl
Cl: Monitor Secretaria Gerencia
Servicio: Servicio ERP
Urgencia: LOW
Especialista Nombre del Usuario en Sesion
Categoria: Instalacion
Estado: REGISTRADOD
Razon: Nuevo
SLA: Bajo
Asunto >

i " Caso blogueado por Nombre del |
De Especialista desde 8/4/2023 5:32:21 PM
Solucién >

10:00 & [

{00 Aranda Service Desk

Detalles

1474

ASIGNADO

MESA DE SERVICIOS TI
Usuario 1
Proceso de votacion

Progreso: LMk}
Proyecto: Mesa de Servicios TI
Cl:

Servicio: Acceso Remoto (VPN)
Urgencia: LOW
Especialista Nombre del Usuario en Sesion
Categoria: Asignaciones
Estado: ASIGNADO

Hazon:  Elusuario confirma disponibilidad para continuar

28/07/2023 21:21:09

SLA: Bajo VPN
Asunto >
Descripcion >
Solucién >
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T Aranda Service Desk

Detalles :
1474 28/07/2023 21:21:09
ASIGNADO
MESA DE SERVICIOS TI
Usuario 1
Proceso de votacion | Votar I
Progreso: () 3 %
Proyecto: Mesa de Servicios Tl
B
Servicio: Acceso Remoto (VFPN)
Urgencia: LOW
Especialista: Nombre del Usuario en Sesion
Categoria: Asignaciones
Estado: ASIGNADO
Hazon:  Elusuario confirma disponibilidad para continuar
SLA: Bajo VPN
Asunto )
Descripcion >
Solucién >

2. Inthe window Case Edition Select the field State.
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T Aranda Service Desk

Edicion del caso e X ¢
9/2 04/08/2023 15:38:09
MESA DE SERVICIOS T
Usuario 1
Incidente
Progreso: T @ dEw
Proyecto: Mesa de Servicios Tl
CI; Monitor Secretaria Gerencia
Servicio: Servicio ERP
Urgencia: LOW
G. Especialista:

Aplicaciones >
Especialista:

Nombre del Usuario en Sesion >
Categoria: Instalacion
Estado:

REGISTRADO >
Hazon:

Nuevo b
SLA: Bajo

3. In the window State Selection, displays the list of available states for transitioning. Select the new status for the case.

10:42 @ M 3G48
Seleccion de Estado

REGISTRADO

ASIGNADO

ANULADO

4. Select the field Reason. In the window that is enabled, the list of reasons associated with the state transition is displayed. Select the reason applicable to the case. If there
is only one transition, the app automatically selects it.
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Aranda Service Desk

Selecciona una razdn

Asignacion de actividades a especialistas responsables.
Informacién completada y validada

Inicio de gestion del caso

5. Select the sight icon (Save) to finalize the management of the status of the case.

10:52 €& M 5

1 Aranda Service Desk

&

Edicion del caso X

5/2 315:33:09

MESA DE SERVICIOS TI
Usuario 1
Incidente

Cl: Monitor Secretaria Gerencia
Servicio: Servicio ERP
Urgencia: LOW

G. Especialista:
Aplicaciones >

Especialista:

Nombre del Usuario en Sesion >
Categoria: Instalacion
Estado:

ASIGNADO >
Razon:

Inicio de gestién del caso >
SLA: Bajo
Asunto >

F Note: If there are any additional fields required for the new state, they must be managed, as the application does not allow saving the new state.

6. If the update is successful, the application redirects the specialist user to the Details.
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Edicion del caso

572 04/08/2023 15:38:00

MESA DE SERVICIOS T)

Llsuario 1

Incidente

Estado

ASIGNADO >
Hazaon

Inicio de gestion del caso b
SLA; Bajo
Asunto >
Descripcidn >
Solucion >
Campos adicionales >
Firma >

Case Management <

Management Attachments

Attachment Management

1. To view and attach files to a case, select arecord from the case list and in the Details Select the field Attach.


file:///asdk-mobile-android/gestionar_casos/gestionar_casos.html#complementaria

11:06 &

) Aranda Service Desk

Detalles :
1 444 04/07/2023 23:14:24
ASIGNADO
ARANDA SOFTWARES6
Anonimo
Proceso de votacion
Descripcion -
Solucién >
Histérico >
Campos adicionales ¥
Tiempo / ANS >
Tareas b
Firma >

2. Inthe window Attachments, the list of attachments associated with the case is displayed. To attach a new file, select the paper clip icon(Search).

100 Aranda Service Desk

Adjuntos :
M 1444 Aranda Software - BiEhane.
& Aranda-absolute-carrusel pdf %
(1249 KB)
& ASMS-2-May-Carrusel-Li.pdf %

(363 KB)
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Recientes
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[] Imagenes d Audio [ Videos

EXPLORAR ARCHIVOS EN OTRAS APPS

0: 2 &

Informes de err... Cantactos Drive

Archivos recientes

’ IMG_20230712_172531.p...
- 12 de jul., 24,07 KB, Imagen PNG
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|
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Adjuntos & i
1444 Aranda Software ASIGNADO
) Aranda-absolute-carrusel pdf %

§ M LT
A=)

) ASMS-2-May-Carrusel-Li.pdf

4 MG_20230712.172531.png

LT
I )

Il La carga de archivo fue exitosa

6. To delete an attachment, select the X associated with the item you want to delete and confirm the action by selecting the YES.

Confirmacion

i Seguro que desea eliminar este
archivo?




Case Management <

Note Management

1. To view and add private or public notes to a case, select a record from the case list and in the Details Select the field Historical.

{©)) Aranda Service Desk

Detalles

972 04/08/2023 15:38:09
ASIGNADD

MESA DE SERVICIOS TI

Usuario 1

Incidente

Descripcién e

Solucién >

Campos adicionales N
Tiempo / ANS >
Adjuntar >
Tareas >
Firma >

2. Inthe window Historical, the list of the notes and modifications made to the case is displayed. To add a new note, select the New (+).


file:///asdk-mobile-android/gestionar_casos/gestionar_casos.html#complementaria

I Aranda Service Desk
LS

Historico

E572 Aranda Software & Nuevo

Maodificacion, Nombre del Usuario en Sesion
04/08/2023 22:56:37

FieldA: [Soporte Facturado] Old: 0

Mew: 1

Modificacion, Nombre del Usuario en Sesion

04/08/2023 22:53:25

Maodificacion, Nombre del Usuario en Sesién v
04/08/2023 22:53:25

Archivo adjunto, Nombre del Usuario en Sesion™
04/08/2023 20:43:4/

Modificacion, Nombre del Usuario en Sesion
04/08/2023 15:38:10

Creacion del caso, Nombre del Usuario en Sesid@
04/08/2023 15:38:09

3. In the window New note, enter the new note that you want to add to the case. The note can be marked as public (default option) or private when enabling or disabling the
checkbox for the option The note is public. Select the sight icon (Save) to associate the new note with the case.
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francla Service Desk
Nueva nota :
E 572 Aranda Softwar QRSP GNADO
La nota es publica .

Descripcion

Nota de prueba Aranda

EE Presiona para permilir sugerencias de contactos. t.!-*

4 . B 9 0
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4. If you don't want to add a new note, select the Cancel (X).

230 8 M B IGAN

2 Service Desk

Nueva nota :
BEs72 Aranda Software canceir I
La nota es publica B
Descripcion

Descripcion de la nota

5. When the process of adding a note to the case is finished, the message is displayed Note created, and at the window Historical The record of the new note is displayed.
Case Management <

Case Reassignment Management

1. To reassign a case owner, select arecord from the case list and from the window flyout menu Details Select the Edit. You can also access it from the search filter or the list
of pending approvals.


file:///asdk-mobile-android/gestionar_casos/gestionar_casos.html#complementaria

11 Aranda Service Desk

Detalles

28

REGISTRADO

Problema -g-

Progreso:
Proyecto:
Cl:

Servicio:
Urgencia.
Especialista
Categoria:
Estado:
Razon:

SLA:

Error conocido;

Editar

Cerrar sesion

CE— | {1
Mesa de Servicios Tl

Monitor Secretaria Gerencia
Redes

LOW

Nombre del Usuario en Sesion
Humanos

REGISTRADO

Nuevo

Bajo

El caso es un error conocido

Causa: Error Humano
Asunto >
Descripcion >

2.Inthe window Case Edition. Select the field Specialist.

T Aranda Service Desk

28

Problema -g-

Edicion del caso

v A

25/07/2023 21:15:58

Progreso: A |
Proyecto: Mesa de Servicios Ti
Cl: Monitor Secretaria Gerencia
Servicio: Redes
Urgencia: LOW
G. Especialista:

Redes 2
Especialista:

Nombre del Usuario en Sesién b,
Categoria: Humanos
Estado:

REGISTRADO >
Razon:

Nuevo >
SLA: Bajo




3. In the window that is enabled, the list of specialists that can be assigned to the case is displayed. Select the new specialist for the case.

Aramnda Service Desk

Especialista 2
Especialista 3
Especialista 4
Especialista 5
Especialista 6
Juan Pablo Jaramillo Bedoya

Nombre del Usuario en Sesion

4. Inthe window Case Edition. Select the sight icon (Save).
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3 21:15:58

Edicion del caso

A— ]

Mesa de Servicios TI

Monitor Secretaria Gerencia
Redes
LOwW

Redes b

Especialista 2 >

Humanaos

REGISTRADO >

Nuevo >

5.In the window Effort Fill in the requested information and select Accept.

2

@ Hora O Minuto




6. If the reassignment of the specialist is successful, the application redirects the specialist user to the Details.

3:05 @ b

¢  Busqueda de casos

4 Nombre del Usuario en Sesion

28

REGISTRADO
LA e ecretaria Gerencia >
i Il [
; L] } ;@ 188%
27
REGISTRADO
Maonitor nretTars Eerencia >
a Qi B L0 |
Mma ._. I . -IB-EI.\_.

29
REGISTRADO
Manitor Secretaria Gerencia >

DOCUMENTACION DE SOLUCION

Case Management <

Client Signature Management

1. To associate or display the customer’s signature to a case such as Requirement, Change or Incident, select a record from the list of cases and in the window Details Select
the field Signature. You can also access it from the Case Edition.


file:///asdk-mobile-android/gestionar_casos/gestionar_casos.html#complementaria

{©) Aranda Service Desk

Detalles :
9/2 04/08/2023 15:38:09
ASIGNADO
MESA DE SERVICIOS T
Usuario 1
Incidente
Descripeion >
Solucién >
Histérico >
Campos adicionales >
Tiempo / ANS b
Adjuntar >
Tareas >

2. In the window Signature, you can record the customer’s signature in the respective field. To repeat the signature, select the Clean to clean the field.
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Service Desk

o Firma

B 572 Aranda Software ASIGNADD

LIMPIAR

La firma que usted proveera, sera utilizada para
auditar y controlar nuestro servicio.

3. Select the sight icon (Save) to associate the signature with the case. and confirm the action by selecting the YES.
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frardla Service Desk

- Firma

Efyp Aranda Software

o

:Esta seguro que desea almacenar
— estafirma? =

Guardar

NO Sl

La firma que usted proveera, sera utilizada para
auditar y controlar nuestro servicio.

[Notesl|- Once the signature has been saved, it cannot be deleted.

- If you do not want to continue with the management, you can select the returnicon to return to the case window.|

6. At the end of the signature management, the messages are displayed: The signature has been successfully stored and File upload was successful, and the respective
message and link are attached to the case history.



Case Management <

Task management

Task Management

332 8% M % G410

inda Service Desk

< Firma

E’ 572 Aranda Software ASIGNADO

Nz

|
!
LIMPIAR i
)

La firma que usted proveera, sera utilizada para
auditar y controlar nuestro servicio.

1. To manage tasks associated with a case, in the Mobile ASDK App Portal select the Tasks from the Floating Menu.


file:///asdk-mobile-android/gestionar_casos/gestionar_casos.html#complementaria

2. In the window that is enabled, the list of tasks that the specialist must manage is displayed. Select the pencil icon to edit the task, where you can modify the following

fields:

336 8 M W
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la Service Desk

Casos

4 Nombre del

572
ASIGNADO

Tliay |.“ SO I-"' |-
= 1 [ ey
VIS LY RV AL

be=za de Servicios T
ncidente 1

571

REGISTRADO

MESA DE SERVICIOS T

570

REGISTRADO

"
ANOmiImo

1477
REGISTRADO

AT A Y A Wi A DC ;
ARAMNDA SUF ITWAKEDD

ABARKMOA COETWADEEE
ARAMDA SOFTWARESRSE

Aprobaciones pendientes

Tareas

Refrescar

Seguridad

Cerrar sesion

LA LD LWL D | g

Frogreso: @ 254%
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< Tareas

Nombre del Usuario en Sesion

180 17/05/2023 22:53:21
Tarea 3 Prueba

ASIGNADA

Mesa de Servicio Nivel 1

e
I
=
=
—_
Y =
I
L3
ol

1 35 23/05/2023 19:20:00
Verificacion del estado del equipo de computo
REGIS TRADA

i

Mesa de Servicios |
Requerimiento @ 1404

189 A FU R 1 v B i G BC
Revision del punto electrico

REGISTRADA

dMesa de Servicio Mivel 1

Mesa de Servicios T f

Requerimiento @ 1447

195 28/07/2023 22:44:45
Acta de Traslado

HEGISTRADA

een de Servicin Mivel 1 »
Field Editable Description
Task Yes It allows you to view and manage the title of the task.
State Yes It allows you to view and manage the status of the task.
Reason Yes It allows you to visualize and manage the reason for the status of the task.
Time No It allows you to visualize the estimated time of the task.
Ezimoted start No Allows you to view the estimated start date of the task.
Ej:]iwnglc:ett?gn date No Allows you to view the estimated completion date of the task.
Actual start date No It allows you to visualize the actual date on which the task management began.
Actual End Date No It allows you to visualize the actual date on which the task management was completed.
G. Specialist Yes It allows you to visualize and manage the group of specialists of the task.
Specialist Yes It allows you to visualize and manage the specialist responsible for the task.
Author No Allows you to display the name of the author of the task.
Description Yes It allows you to view and manage the description of the task.
Result Yes Allows you to view and manage the task solution comment.
Additional fields Yes Allows you to view and manage the information of the additional fields.

Allows you to view the attachments of the task. From this same field, you can also attach new files from your mobile

AITEMETE 1S device; however, it is not possible to remove them.

Allows you to add notes and view the history of task modifications. Each record is displayed in an item that allows

nlistEele] e you to see the details when you click on the corresponding card.



B Note: The management of Status, Adjunct, Notes and Task Manager is carried out in a similar way to how it is done in cases.

3. In the window Editing Tasks Select the sight icon(Save) to store the changes made.

414 8 M K{cFall |

Aranda Service Desk

Edicion de tareas X :
Tarea

Tarea 3 Prueba

Estado

ASIGNADA >
Razdn:

La tarea ha sido asignada a un especialista J
Tiempo 25
Fecha inicial estimada 17/05/2023 22:53:21
Fecha final estimada 18/05/2023 13:18:21
Fecha inicio real 08/08/2023 16:11:51

Fecha final real

G. Especialista

Mesa de Servicio Nivel 1 >
Especialista:

Nombre del Usuario en Sesion >

Autor: Nombre del Usuario en Sesién

F Note:

e If there are any additional fields required for the new state, they must be managed, as the application does not allow saving the new state.
e Toexit the screen Editing Tasks, without saving press the Cancel (X).
e The'Result field is required when the new task status is a final status.

4. If the task management was successful, the application redirects the specialist user to the window Tasks



