The Aranda ASDK 8.19.10 application is a mobile application for i0OS 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.
e Record cases of the type Service Requirements, Incidents and Problems.

® Manage voting processes.

® Manage the client’s signature.

i0S 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 iOS App Store. If you have an older version of the
application, it is recommended that you uninstall it to remove cached data that may conflict with the new version.
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2. When opening the Aranda ASDK app. confirm notification permissions by selecting the optionAllow.
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Configure API

3. To make use of the Aranda ASDK 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:

* Manual « Confiquration
* QR < confiquration

Initial Setup

Manual Configuration

1. To perform manual configuration of the console connection, in the Aranda ASDK mobile app, select the Manual
Configuration.
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2. On the screen that is enabled you can register theAranda Web Services URL which corresponds to the Aranda
Service Desk APl (https://(Server)/ASDKAPI/). Select the Test Connection.
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3. The application performs the validation of the entered URL. If it is correct, the message is displayedURL is
correct. If the URL entered is incorrect, view the message The URL is not correct, therefore, you must review and
validate the information entered. 4. When the URL validation is complete, select theSave to store the settings and
redirect to the login screen.
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F Note: If the button is pressed Save and the URL is not correct, the app does not perform the action and
remains on the settings screen.

Configuration via QR

1 To perform the configuration using QR, on the home screen of the ASDK Mobile application, select the camera icon
and grant the requested permissions. The QR scanner is enabled and proceed to scan the code provided by the
platform administrator.
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2. Upon successful scanning of the QR code, the app stores the settings and redirects to the login screen.
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F Note:

¢ |nthe event thatitisrequiredtoreturnto the previous screen, theBehind at the top of the screen.
¢ |n the QR configuration, the Branding configured by default is displayed from the BASDK console.
The ASDK mobile app displays the text color and app logo.

Login

Login

1. On the Aranda ASDK mobile login screen, the specialist user can perform authentication and validation before the
system. The data required for access are:

< Atras

Aranda Service Desk
Bienvenido

ARAMNDA,
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[ |niciar sesion
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Field Details of the field
Domain Type of user access.
User Username.

Password assigned to the
user.

Password

2. To make an access request, click on the Sign in.
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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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Bienvenido

ARANDA,
Usuario Especialista

Contrasena

Iniciar sesion

(Olvidd su contrasena?

B Note: The Forgot your password? is visible if the BASDK console has the “Enable password reminder for
specialists” option enabled.

2. In the Password Recovery window, enter the name of theUser and select theSend. The system
automatically sends an email to the address associated with the user, with the steps required to reset the
password.
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B 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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4. In the Aranda ASDK Mobile application, the Aranda PassRecovery (APR) window is enabled, which makes it easier
for the user to manage the password.
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Application Portal

Application Portal

When logging in to the Aranda ASDK Application, the specialist user is redirected to the application portal where they
can carry out the procedures to which they have permission.
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Option Description

The name of the specialist user in session is displayed and a menu of optionsis
displayed:
- Summary: The specialist user can check the current version of the Aranda ASDK

Left Floating application they are using.

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

Add (+) This option allows the specialist user to register cases of type Requirement, Incident or

Problem.

Displays a menu of options:

- Pending approvals: The cases pending voting in which the user specialist in session is
responsible are listed.

- Filters: 1t allows you to search for cases associated with the specialist user in session

Right Floating by applying filters.

Men . . . . -
eny - Tasks: List the tasks associated with the Session Specialist user.
- Freshen: Updates the information of the cases associated with the Specialist userin
session.
- Cancel: Close the options menu.
To find This option allows you to search the case list by case ID.
List of Cases General list of cases associated with the specialist user in session

General list of cases
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Description

It corresponds to the Id of the case by project.

It corresponds to the date of registration of the case.

Corresponds to the current status of the case

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.

Corresponds to the name of the user associated with the case, for Problem type cases the field is
always shown blank

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

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

It corresponds to the progress of the case, which indicates the percentage of attention that the case
has.
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Summary
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Create Case

Create Case

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

r@) Aranda Service Desk
Cancelar Nuevo caso Guardar
Tipo Requerimiento >
Prayecto Mesa de Servicios Tl >
Cliente Seleccione >
Cl Seleccione >
Categoria Seleccione >
Servicio Seleccione »
Estado REGISTRADO >
SLA Seleccione >
Urgencia Low »
Grupo Seleccione >
Especialista Seleccione >
Asunto >
Neserinridn >

1. For case registration, in the portal of the ASDK mobile application select the option Add(+).
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2. The window is enabled New case where you can fill in the following fields:

Aranda Service Desk

Cancelar Nuevo caso

o

HIpO

Proyecto

Cliente

o

Categoria

servicio

Estado

SLA
Urgencia
Grupo

Especialista

Asunto

Descripcion

Incidente >

Mesa de Servicios Tl 2

Usuariol >

Monitor Secretaria Gerencia »

Planta TelefénicalP »

Telefonia »

REGISTRADO >

Bajo >

HIGH >

Mesa de Servicio Nivel 1 >

Indefinido >

Pruebas »

Pruebas >




Field Obligatory  Description

List type field that allows you to select the type of case to be registered

Guy fes Requirement, Incident or Problem
. Alist field that allows you to select the project to which the case is to be
Project Yes .
registered.
A search-type field that allows you to search and select the customer to whom
Customer Yes

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
Cl No 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

Category fes selected project and case type.
. Alist field that allows you to select a service, the list is generated in relation to

Service Yes

the selected category.

It corresponds to the status of the case to be registered. This field is auto-
State Yes .

filled by the app.

Alist field that allows you to select the SLA related to the case. Auto-filled
SLA Yes . . .

field according to the selected service.
Urgency Yes 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
Group Yes 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

SJEEE No specialists associated with the selected group.

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

Description Yes Text-type field that allows you to enter a description of the case.
M Note:

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; In these cases, the application generates the respective alert.

e When you select the category, the app asks for confirmation before proceeding. To exit this screen,
press the Behind.

e Atanytime during the case registration process, it is possible to cancel it using theCancel.

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

F Note:

e |f when Save, there is a mandatory field that has not been filled in, the respective alert is generated.
¢ |f there are no additional fields, the application finishes the case registration and displays the alert
‘Successfully created case'.

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. Fields marked with an asterisk are
required.
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Basicos

Soporte Facturado D
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Va por tipo parrafo

seleccion multiple
Seleccione

Campo fecha 1
31/08/2023 09:17 PM

Fecha 2
18M8/2023 0917 PM

F Note:

e The display of the additional fields and their enforceability depends on the configuration made in the
BASDK configuration console.

e |f when selecting Save, there is a mandatory field that has not been filled in, the application
generates the corresponding alert.

5. When the case registration is complete, the Aranda ASDK application displays the alertSuccessfully created case.
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Usuariol >
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< Atrés Buscar cliente
() Nombre () Alias ©)Correo
Q Usuario (%
usuariosusdk@hotmail com
Usuario 1
c1

usuariosusdk@hotmail com

Usuario £
c2
usuariosusdk@hotmail.com

Usuario 3
Aranda ASMS
usuariosusdk@hotmail com

Usuario 4
C4
usuariosusdk@hotmail com

Usuario Proxy
bg-d-admproxy-k
usuariosusdk@hotmail com

Usuario SAML Google
testcys2@carlosmartinezcode.com
usuariosusdk@hatmail.com

Usuariol SAML Google

If the query does not generate results, the following message is displayed in the watermark in the application portal:
No results.

Search CI

During case registration and when managing the fieldCl, on the ASDK mobile app portal you can perform a search
using three criteria: Liability and Usage, Company or Services.

Criterion Conditions and Actions

- Selecting a client and selecting this filter searches for the Cls for which the client is
Liability and responsible.
Use - 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.
Company - Through this filter, the Cl's of the companies in which the selected client is associated are
listed.

- Itis mandatory to select the category and service in order to carry out the search.
Services - Through this filter, the Cls that are associated with the previously selected service are
listed.
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If the query does not generate results, the following message is displayed in the watermark in the application portal:
No results.

Search filters

Search filters

1. For more precise searches, in the Mobile ASDK App Portal select the option Filters from the Right Floating Menu.

Seleccione opcidn

Aprobaciones pendientes

2. In the window that is enabled, enter the following criteria and click theAccept.
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< Atréas Filtro Aceptar
Tipo Requerimiento
Proyecto Mesa de Servicios Tl >
Estado EN PROCESO>

Field Description

Alist field that allows you to select the type of case to be consulted (Requirement, Problem,

Guy Incident or Change).

Project  Alistfield that allows you to select the project

Alist field that allows you to select the status. The list is generated according to the status flow

SIS of the selected project.

F Note:

e The results of the generated query only take into account cases where the session specialist is
responsible.

e |f you try to register the Status field without selecting a project, the application generates the
following alert Please select a project.

e To exit the Filter screen, click on the Behind.

3. When you select the Accept, redirects to the Case Search where a list of cases organized by the global ID of the
case inrelation to the configured criteria(s) is displayed.
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< Filtro Blsqueda de casos

1431 05/06/2023 04:48 pm. 2
EN PROCESO

ARANDA SOFTWARESS

Ananima

Mesa de Servicios Tl

Requerimiento @ Progreso: «3120%

1336 25/04/202309:53am. »
EN PROCESO

ARANDA SOFTWARESS

ADM DESA

Mesa de Servicios Tl

Requerimiento Progreso: «13722%

1335 21/04/2023 05:55 pam. »
EN PROCESO

ARAMDA SOFTWARESS

Nombre del Usuario en Sesion

Mesa de Servicios Tl

Requerimiento @ Progreso: «2794%

1332 20/04/202304:13 pm. >
EN PROCESD

MESA DE SERVICIOSTI

Mombre del Usuario en Sesidn

Mesa de Servicios Tl

Requerimiento @ Progreso: «14214%

1331 20/04/2023 10:21 am. >
EM PROCESO
MESA DE SERVICIOSTI

Mombre del Usuario en Sesion
| Mesa de Servicios T1

If the query does not generate results, the following message is displayed in the watermark in the application portal:
No results.

Case Approval

Case Approval

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



Seleccione opcidn

Cancelar

2. In the window that is enabled, the list of cases in which the specialist is responsible for voting and cases that are in
the process of active voting is displayed.

{©) Aranda Service Desk
{ Atrds Aprobaciones pendientes

1442 30/06/2023 11:59am. »
ASIGNADO

ARANDA SOFTWARESS

Anonimo

Mesa de Servicios Tl

Requerimiento

125 09/05/2023 02:45 p.m. »
REQUIERE APROBACION TECNICA

ARANDA SOFTWARESS

Anonimo

Mesa de Servicios Tl

Cambio (38

124 0%/05/2023 12:37 pam. »
REQUIERE APROBACION TECNICA

ARAMNDA SOFTWARESS

Nombre del Usuario en Sesian

Mesa de Servicios T

Cambio (9

1254 21/02/202308:13a.m. >
ASIGNADO

MESA DE SERVICIOSTI
Pablo Jaramillo Bedoya

Mesa de Servicios Tl
Requerimiento
110 26/01/2023 02:49 pm. >

REQUIERE APROBACION POR EL CAB
MESA DE SERVICIOSTI
Pablo Jaramillo Bedoya

Bdses e Camleime T1




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 To exit the ‘Pending Approvals’screen, click the Behind.
-If the specialist does not have cases pending approval, the following message is displayed in the
watermark in the application portal: No results.

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

'.N Aranda Service Desk
{ Atrds Aprobaciones pendientes

1442 30/06/2023 11:59am. »

ASIGNADO

ARANDA SOF TWARESS
Anonimo

Mesa de Servicios Tl

Reqguerimiento @ [

125 0%/05/2023 02:45 pm.
REQUIERE APROBACION TECNICA

ARANMDA SOFTWARESS

Ananimo

Mesa de Servicios Tl et

Cambio l@l [ Votar J

124 09/05/202312:37 pm. »
REQUIERE APROBACION TECNICA
ARANDA SOFTWARESS

MNombre del Usuario en Sesidn

Mesa de Servicios Tl

Cambio @

1254 21/02/202308:13am. »

ASIGNADO
MESA DE SERVICIOSTI
Pablo Jaramillo Bedoya

Mesa de Servicios Tl
Requerimiento @ [ Votar
110 24/01/202302:49 pm. »

REQUIERE APROBACION POR EL CAB
MESA DE SERVICIOSTI
Pablo Jaramillo Bedoya

hedilesade Serucige 11 S 4

4.In the window that is enabled, the specialist user can validate the information of the case and vote.
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o Aprobar

Envie sus comentarios respecto a su seleccidn

5. In the header of the Mobile ASDK App Portal select the option Pending Approvals to return to the list.
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6. To update the information for pending approvals, scroll down from the top of the portal using the sustained swipe
gesture. A charging indicator is displayed with the following message: Synchronizing information.

@ Aranda Service Desk
{ Atrds Aprobaciones pendientes

125 09/05/202302:45p.m, >
REQUIERE APROBACION TECNICA
ARANDA SOFTWARESG

Anonimo

Mesa de Servicios Tl

Cambio (3§)

124 uwus.rw 12:37 pm. 3
REQUIERE APROBACION TECNICA

ARANDA SOFTWARESS

Mombre del Usuario en Sesidn

Mesa de Servicios Ti

e @

1254 21/02/202308:13am. ¥

ASIGNADO

MESA DE SERVICIOSTI
Pablo Jaramillo Bedoya
Mesa de Servicios Tl

Requerimiento @

110 26/01/202302:49p.m. »
REQUIERE APROBACION POR EL CAB

MESA DE SERVICIOS T

Pablo Jaramille Bedoya

Bl e Al e Zalia o T

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.
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£ Filtro Busqueda de casos

1474 28/07/202304:21 pm, |
REGISTRADO

MESA DE SERVICIOSTI

Usuario 1

Mesa de Servicios Tl

Requerimiento Progreso: «8%

1473 27/07/2023 08:07 pm. »
REGISTRADO

ATLAS

Usuario 1

Mesa de Servicios Tl

Requerimiento @:} Progreso: «40%

1470 25/07/202312:32 pm.
RESUELTO

MESA DE SERVICIOSTI

Nombre del Usuario en Sesion

Mesa de Servicios Tl

Reguerimiento '{@ Progreso: «4%

1464 18/07/2023 10:47 am. >
ASIGNADO

MESA DE SERVICIOSTI

Usuario 1

Mesa de Servicios Tl

Requerimiento @;‘- Progreso: «346%

14462 18/07/20230%9:25am. »
REGISTRADOD

ARANDA SOFTWARESS

Pablo Jaramillo Bedoya

bess de Servicigs Tl

2. To manage a case, select a record from the case list, and in theDetail You can view and modify the case
information. Select the option Edit to access the window Update where you can modify the fields associated with the
Requirements, Incidents, and Problems type cases:

* Aranda Service Desk
4 Detalle Editar
1474 28/07/2023 04:21 p.m.
MESA DE SERVICIOS TI
Usuario 1
Mesa de Servicios Tl Requerimiento @j
Progreso : 0%
Cl
Categoria Asignaciones
Servicio Acceso Remoto (VPN)
SLA Bajo VPN
Urgencia LOwW
Grupo Gestor de Requerimientos de Servicio
Especialista MNombre del Usuarioc en Sesion
Estado REGISTRADO
Razdn NEW
Asunto Pruebas >
Descripcion >
Salucidn S




Field

Progress

Cl

Category

Service

SLA

Urgency

Group

Specialist

State

Reason

Affair

Description

Known Error

Cause

Solution

Historical

Tasks

Attachments

Additional
Fields

Signature

Time/ANS

Editable
in detail

No

No

No

No

No

No

No

No

No

No

No

No

No

No

Yes

Yes

No

Yes

No

Yes

No

Editable

Update

No

No
No

No
No
No
Yes

Yes
Yes
Yes
No

No

Yes

Yes

Yes

Yes

No

Yes

Yes

Yes

No

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 specific |IQ related to the case.

Allows you to view the category related to the case.

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

It allows you to visualize the level of agreement of 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.

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 subject of the case.

It allows you to view the description of the case.

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

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

Allows you to view the comment on the solution of the case.

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.

It allows you to visualize the tasks related to 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.

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

This functionality allows you to view and manage the information
in the signature module.

It allows you to visualize the times, progress, estimated dates, and
actual dates of the service level agreements of the case.
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£ Detalle Editar
1474 28/07/2023 04:21 p.m.
MESA DE SERVICIOS TI

Usuario 1

Mesa de Servicios TI Requerimiento (@)
Progreso 0%
Cl

C.ategﬂn' a Asignaciones
Servicio Acceso Remoto (VPN)
SLA Bajo VPN
Urgencia LOW
Grupo Gestor de Requerimientos de Servicio
Especialista Nombre del Usuario en Sesion
E;st¢1dﬂ REGIS'I.'IIEI.:J«.D.
R-.Eilfll'! NEW
ﬁﬁun’to Pruebas >
Descripcion >
Craliscisim Y

F Note: To exit the ‘Update’ screen, press the Cancel.

3. Inthe window Update Select the Save, to store the modifications made to the case.



/i_ Aranda Service Desk
Cancelar Actualizacion
1474 28/07/2023 04:21 p.m.
MESA DE SERVICIOS TI
Usuario 1
Mesa de Servicios Tl Requerimiento @
Progreso = 0%
Cl
Categoria Asignaciones
Servicio Acceso Remoto (VPN)
SLA Bajo VPN
Urgencia LOW
Grupo Gestor de Requerimientos de Servicio >
Especialista MNombre del Usuario en Sesién >
Estado REGISTRADO >
Razon NEW >
Asunto Pruebas >
Descripcion >

4. If the update was successful, the message is displayed Case Satisfactorily Updated returning to the list of cases.

= :
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=y

Cancelar Actualizacion Guardar
1474 28/07/2023 04:21 p.m.
MESA DE SERVICIOS TI

uario 1
Mesa de Servicios Tl Reguerimiento "E)
Progreso - 8%
Cl
Categoria Asignaciones
Servicio Acceso Remoto (VPN)
SLA Bajo VPN
Urgencia LOW
Grupo Gestor de Requerimientos de Servicio »
Especialista Nombre del Usuario en Sesién >
Estado REGISTRADO >
Razdn NEW >
Asunto Pruebas >
Descripcion >

Calicalim "



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

1. To perform status management for a case, select a record from the case list, and in the Detail Select the option
Edit.

Aranda Service Desk
'4 Detalle
1474 280772023 04:21 p.m.
MESA DE SERVICIOS TI
Usuario 1
hMesa de Servicios TI Requerimiento @
Progreso - 8%
Cl
Categoria Asignaciones
Servicio Acceso Remoto (VPN)
SLA Bajo VPN
Urgencia LOw
Grupo Gestor de Requerimientos de Servicio
Especialista Mombre del Usuario en Sesion
Estado REGISTRADO
Razon NEW
Asunto Pruebas >
Descripcion >
Snliiridn b

F Note:

e |f the case is being handled by another specialist, the following message is generated: Cannot be
edited due to being locked by the specialist (Specialist Name) from (date and time). C

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 it is not allowed to manage the status of the case.

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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Usuario 1

Mesa de Servicios Tl

Aranda Service Desk
Detalle Editar

281072023 04:21 p.m

MESA DE SERVICIOS TI

Proceso de votacion

I ido
Razon
Asunt
Descripcion

FOEr = 8%
Categoria Asignaciones
Servicio Acceso Remoto (VPN)
LA Bajo VPN
Urgencia LOW
Grupo Gestor de Requerimientos de Servicio
Especialista Nombre del Usuario en Sesion
Estado ASIGNADO
2azon Informacién validada y requiere aprobacion
Asunti Pruebas >
Descripcion >
Aranda Service Desk
£ Detalle Editar
1474 28/07/2023 04:21 p.m
MESA DE SERVICIOS TI
Usuario 1
Mesa de Servicios TI Jfotar
Progreso - 8%
Cl
Categori: Asignaciones
Servicio Acceso Remoto (VPN)
LA Bajo VPN
Urgencia Low
Grup Gestor de Requerimientos de Servicio

Nombre del Usuario en Sesion

ASIGNADO

Informacién validada y requiere aprobacion
Pruebas >

>

2. In the window Update Select the field State.




- BY%

Asignaciones

Acceso Remoto (WVPN)

Bajo VPN

LOW
Gestor de Requerimientos de Servicio >
Nombre del Usuario en Sesién >

REGISTRADO >

NEW >
Pruebas >
>

Y

< Actualizacion

ASIGNADO

€ Actualizacién
nformacion completada v validada

nformacion validada y requiere aprobacion




b. Select the Save to finalize case status management

Aranda Service Desk
Cancelar Actualizacion
Usuario 1
Mesa de Servicios TI Requerimiento @
Progreso - 8%
Cl
Categoria Asignaciones
Servicio Acceso Remoto (VPN)
SLA Bajo VPN
Urgencia LOwW
Grupo Gestor de Requerimientos de Servicio >
Especialista Nombre del Usuario en Sesion >
Estado ASIGNADO >
Razon  Informacion validada y requiere aprobaci... »
Asunto Pruebas »
Descripcion >
Solucion >

B 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.

7. If the case management was successful, the message is displayed:Case Satisfactorily Updated
returning to the case listing window.



- 8%

Asignaciones

Acceso Remoto (VPN)

Bajo VPM

LOW

Gestor de Requerimientos de Servicio 2
Mombre del Usuario en Sesion  »
ASIGNADO >

| Informacion validada y requiere aprobaci... 2

Pruebas >

Case Management ©

Management Attachments
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Acceso Remoto (VPN)

Bajo VPN

LOow

Gestor de Requerimientos de Servicio
Nombre del Usuario en Sesion

EN PROCESO

Inicio de gestion del caso

Pruebas >

< Detalle +

Aranda-absolute-carrusel.pdf (1 MB)

ASMS-2-May-Carrusel-Lipdf (363 KB)




Option

Take Photo or
Video

Photo/Video
Library

Attach File

F Note:

Agregar Adjunto

Tomar foto o Video

Biblioteca de Fotos/Video

Adjuntar archivo

Cancelar

Action

It allows the specialist user to take a picture or record a video directly from the
device's camera.

Allows the specialist user to select a photo or video from the device's photo library.

Allows the specialist user to select a file from the device’s browser.

¢ |f the selected file exceeds the maximum size (30 MB), attachment is not allowed.
e The application only accepts files whose extensions are whitelisted by the API.

4. Select the Attach in the preview.



© Aranda Service Desk

Cancelar Volver a elegir

Adjuntar

5. When the file attachment process is complete, the message is displayedFile upload completed, and at the window
Attachments The file is displayed the related file.6. To delete an attachment, swipe left on the record you want to
delete. Select the Eliminate and confirm the action by selecting theYes.

.

ﬂi";ﬁl Aranda Service Desk

-

£ Detalle Editar
SLA Bajo
Urgencia LOw
Grupo Redes
Especialista Especialista 2
Estado EVALUACION DE ERROR
Razon Se valida la informacién descrita del problema
Asunto notificaciones teams 2
Descripcién >
Error Conocido (_E
Marcar el caso como error conocido

Solucion >
Histoérico >
Tareas >
Adjuntos >
Campos adicionales >

Tiempo/ANS >



Case Management &

Note Management

1. To view and add private or public notes to a case, select arecord from the case list and in theDetail Select the field
Historical. You can also access it from the Update.

. ) Aranda Service Desk
< Detalle Editar
SLA Bajo VPN
Urgencia LOW
Grupo Gestor de Requerimientos de Servicio
Especialista Nombre del Usuario en Sesidn
Estado EN PROCESO
Razén Inicio de gestion del caso
Asunto Pruebas >
Descripcion >
Solucion >
Histdrico >
Tareas >
Adjuntos >
Campos adicionales >
Firma >
Tiempo/ANS >

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

£ Detalle Historico

[COMMENTARY]
Old: Pruebas - Mew: Pruebas solucionado

B AneERAR B | B SRR

Old:

Mew: Campo de tipo texto

= amermmr de e wes s ey e ey

Old:

Mew: Texto tipo parrafo

FieldA: [Motivo Soporte Mo Facturado:)
Cid:
Caso es creado para pruebas desde la aplicacion ASDE Mdvil

Filename: ASMS-2-May-Carrusel-Li.pdf | Size: 363 Kb

Filename: Aranda-absolute-carrusel. pdf | Size: 1249 Kb

inda Service Desk

Nueva nota Guard

Mota prueba aplicacion Aranda ASDK

La nota es publica O




4. If you don't want to add a new note, select the Cancel and confirm the choice by selecting theYes.

Estds seguro que quieres cancelar?

5. When the process of adding a note to the case is finished, the message is displayedNote saved successfully, 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 a record from the case list, and in the Detail Select the Edit. You can also access it
from the search filter or the list of pending approvals.
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C Aranda Service Desk
£ Detalle
1445 Q5/07/2023 05:44 p.m.
ARANDA SOFTWARES6
Anonimo .
Mesa de Servicios TI Votar
Progreso &685%
Cl Monitor CCTV
Categoria Configuracion
Servicio Aplicaciones Comerciales
SLA Bajo APP Comerciales
Urgencia LOW
Grupo Aplicaciones
Especialista Juan Pablo Jaramillo Bedoya
Estado ASIGNADO
Razon El usuario confirma disponibilidad para conti...
Asunto Caso confidencial >
Descripcion b
Saliridn bY

2. In the window Update Select the field Specialist.

: Aranda Service Desk
Cancelar Actualizacion Guardar
Categoria Configuracidn
Servicio Aplicaciones Comerciales
SLA Bajo APP Comerciales
Urgencia LOW
Grupo Aplicaciones >
Especialista Juan Pablo Jaramillo Bedoya >
Estado ASIGNADO

Razdn El usuario confirma disponibilidad para conti...

Asunto Caso confidencial >
Descripcion >
Solucion ?
Histérico >
Tareas >
Adjuntos >
Camnos adicionales >

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.

{O)) Aranda Service Desk

[

€ Actualizacién Especialista

Especialista 2

Especialista 3

Especialista 4

Especialista 5

Especialista 6

Especialista 7

Especialista SAML Google v
Juan Pablo Jaramillo Bedoya
Juan Social

Laura Naranjo

Nombre del Usuario en Sesion

Ramon Valdez

4. In the window Update Click theSave. 5. In the window Effort Fill in the requested information and click on the
Accept.

Aranda Service Desk

Cancelar Esfuerzo Aceptar

Digite el Tiempo 55

Hora Minuto

B. If the reassignment of the specialist is successful, the message is displayedCase Successfully Updated, returning
to the case listing window.
Case Management <

Client Signature Management

1. To associate the client's signature with the case, select a record from the case list, and in theDetail Select the field
Signature. You can also access it from the Update.


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

* Aranda Service Desk
£ Detalle Editar
SLA Bajo
Urgencia HIGH
Grupo Mesa de Servicio Nivel 1
Especialista Nombre del Usuario en Sesion
Estado REGISTRADO
Razon NEW
Asunto Pruebas >
Descripcién >
Solucién >
Historico by
Tareas >
Adjuntos >
Campos adicionales >
Firma >
Tiempo/ANS >

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

400 Aranda Service Desk

€ Detalle Firma Guardar

Firma del cliente | BORRAR

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



3. Select the Save to associate the signature with the case.

{ D)) Aranda Service Desk

{ Detalle Firma Guardar

Firma del cliente BORRAR w

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

M Note:
e Once the signature has been saved, it cannot be deleted.

e |f youdon't want to continue with the management, you can select the ‘Details’ option to go back.

4. When the client's signature management is completed, the message is displayedUploading the completed
signature and the respective message and link are attached to the case history.



Bajo

HIGH

Mesa de Servicio Nivel 1

Mombre del Usuario en Sesion

REGISTRADO

MEW

Pruebas »

>

>

Case Management &

Task management

Task Management
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Seleccione opcion

Aprobaciones pendientes

Filtros

Refrescar

Cancelar

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

@ Aranda Service Desk

< Atrés Tareas
194 25/07/202307.09 pm.
NOTIFICACIONES TEASM
EN PROCESO
Redes 7
Mesa de Servicios Tl
Problema @ 29
177 17/05/202305:48 pm.
Acta de traslado a satisfaccién
REGISTRADA
Mesa de Servicio Nivel 1 P
Mesa de Servicios Tl
Requerimiento (@) 1394
178 17/05/202305:03 pm.
Tarea 1
ASIGNADA
Mesa de Servicio Nivel 1 P
Mesa de Servicios TI
Requerimiento 1393
179 17/05/202305:28 pm.
Tarea 2
ASIGNADA
Mesa de Servicio Nivel 1 P
Mesa de Servicios Tl
Requerimiento 1393




Field

Task

State

Reason

Time

Estimated
start date

Estimated
completion
date

Actual start
date

Actual End
Date

Specialist
Group

Specialist

Author

Description

Result

Attachments

Additional
Fields

Historical

Editable

Yes

Yes

Yes

No

No

No

No

No

No

Yes

No

Yes

Yes

Yes

Yes

Yes

Description

It allows you to view and manage the title of the task.

It allows you to view and manage the status of the task.

It allows you to visualize and manage the reason for the status of the task.

It allows you to visualize the estimated time of the task.

Allows you to view the estimated start date of the task.

Allows you to view the estimated completion date of the task.

It allows you to visualize the actual date on which the task management began.

It allows you to visualize the actual date on which the task management was
completed.

It allows you to visualize and manage the group of specialists of the task.

It allows you to visualize and manage the specialist responsible for the task.

Allows you to display the name of the author of the task.

It allows you to view and manage the description of the task.

Allows you to view and manage the task solution comment.

Allows you to view the attachments of the task. From this same field, you can
also attach new files from your mobile device; however, it is not possible to
remove them.

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

Allows you to add notes and view the history of task modifications. Each
record is displayed in an item that allows you to see the details when you click
on the corresponding card.
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< Atras Tareas
194 25/07/2023 0709 p.m.
NOTIFICACIONES TEASM
EN PROCESO
Redes .
Mesa de Servicios Tl
Problema (&) 29
177 17/05/2023 05:48 p.m.
Actade traslado a satisfaccion
REGISTRADA
Mesa de Servicio Nivel 1 p;
Mesa de Servicios Tl
Requerimiento (@) 1394
178 17/05/2023 05:03 p.m.
Tarea 1
ASIGHNADA
Mesa de Servicio Nivel 1 P
Mesa de Servicios Ti
Requerimiento {:@ 1393
179 17/05/2023 05:28 p.m.
Tarea 2
ASIGNADA
Mesa de Servicio Nivel 1 7
Mesa de Servicios Tl
Requerimiento (@ 1393

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

3. Inthe window Editing Tasks Select the Save to store the changes made.
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LS

Cancelar Edicion de tareas Guardar
Tiempo 1000
Fecha inicio estimada 25/07/202307:09:36 p.m.

Fecha finalizacion estimada 28/07/2023 08:40:00 a.m.

Fecha inicio real 28/07/2023 10:51:32 a.m.

Fecha de finalizacion real 03/01/0001 12:03:44 a.m.

Grupo Especialista Redes >
Especialista Mombre del Usuario en Sesicr »
Autor Mombre del Usuario en Sesién
Descripcion NOTIFICACIONES TEASM »
Resultado Prucha >
Adjuntos >
Campos Adicionales >
Histérico >

F Note:

e |f 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 |2[To exit the screen Editing Tasks, without saving press the Cancel.

e The'Result’ field is required when the new task status is a final status.

4. If the task management is successful, the message is displayedTask Successfully Updated, returning to the task
list.



