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ASMS Customer

The ASMS (ASMSCustomer),** It is a self-service website where end users can perform tasks such as creating cases, viewing created cases, answering satisfaction surveys,
consulting the knowledge base, and viewing news, among others.

Login to the console

Login to the console

Enter the client console via the following URL: http(s)://name_servidor:port/ASMSCustomer/
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1. Authentication

Select the authentication type, enter the username and password, and click the Enter.
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1. Remember password

By clicking on the text Forgot your password?, the following window will appear asking you to send the username to reset the password.

Recordar contraseria

Ingrese el nombre del usuaric

Usuario

B Note: The Remember Password functionality is only enabled for local users, it will not be displayed for domain users.

Anonymous authentication



To anonymously access the user portal, please note the following:

e Make sure you have anonymous access enabled on your project.
e Loginto the user portal using the project-specific link. View Projects <

1. Once you access the user portal using the project link, Enable the “Anonymous access” and click the “Enter”.
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When you have logged in to the user portal anonymously, you will be able to see the project and the services you have access to to perform case creation. See Create a Case
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Customer Self-Registration

Prerequisites

e Verify that self-registration is enabled on the project.
e Access the user portal using the project-specific link. View Projects &

1. Access the user portal using the project link and click on the Register.
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2. Complete all required fields on the Registration form and click Register.


https://docs.arandasoft.com/asms-admin/en/pages/general/Proyectos.html
file:///asms-customer/en/pdf.html#section-00d
https://docs.arandasoft.com/asms-admin/en/pages/general/Proyectos.html
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Record

Please enter the information to complete the registration.
All fields marked with (*) are required.

MName:(*)
Cristian Suarez
Email:(*) I}
PR E@gmail.com
Confirm email:(*}
s gmail.com
Identification number:(*)
1014587987

Phone:{*)
| 1014587387

Register

3. Upon successful registration, you will receive an email with instructions on how to create your password.
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Confirmacion de registro de usuario Resiides <

o ASMS notificaciones
parami -
Dear user: Cristian Suarez
You are registered in the project Gestion Humana
Phone: 3118345878
Email: s s@gmail. com
Enter here to assign your password I}
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4. Click on the password assignment link found in the email. A page will open where you will need to enter your new password and confirm it in the Confirm Password field.
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5. After assigning and confirming your password, click the OK button. You will be redirected to the user portal. To log in, enter your email address in the field User and the
password assigned in the Password.
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Forgot your password? Register

Guided view

Guided tour

When you first log in to the ASMS Customericon, click the

located at the bottom left of the home page.

A window is enabled with a message of welcome. Click the Following to start the tour.

Bienvenido al Tour Virtual
de la consola de usuario

Te damos a conocer todo lo que puedes hacer para
registror tus casos, como consultarlos, visualizocion
de articulos y enterorte de las novedades de tu

onganizocion.
{ Siguiente

The guided tour provides windows where the basic contents and pertinent information of the Main functionalities of the console.
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P Note:
« The icon will be available only in the main window of the portal.

Homepage customization

Homepage customization

This functionality allows the user to hide various sections of the user portal home page.

1. Click the “Personalization” at the bottom left of the screen.
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 Note: The only options that cannot be hidden are “Services” and “My cases”.

3. Tore-show the hidden options, open the customization option again and check the options you want to show again.
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What's New Panel

What's New Panel

The news panel shows the user's pending surveys and approvals, as well as the news published on the portal.

To access the What's New panel, click the arrow in the upper-right corner of the screen.
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The panel will be displayed showing the number of surveys and approvals pending response, as well as the links to access the published news.
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Encuestas Pendientes

Casos cerrados sin

FESpDHdEF encuesta

Ver encuestaos

Aprobaciones pendientes

Casos pendientes
de aprobacién

Noticias

Mintic espera tener una su...
13 de junio de 2023

LLa ministra de las TIC, Karen
Abudinen, hizo un balance de

las metas que tienen este afio.

¢No mds ‘cookies™? Esta es ...
13 de junio de 2023

La empresa de tecnologia
propone un nuevo modelo para
recopilar la informacién cuand...

Pending surveys

Click the View Surveys and the list of pending surveys and the corresponding case number will be displayed.

Encuesto de sotisfoccian

Erncuesta de satisfoccidn

Encuestas b
B Encuesto de satisfoccidn Coso CH-160 | Fii.eb-,].i-ul'-l.i-sl |
Encuesto de sotisfocckén Cosos CH-162
B Encuesta de sotisfoccién Coso CH-166 | Rasponder |
B Encuesto de satisfoccedn Cosza CH-201 | Responder
B Encussto de sotisfoccidn Coso CH-215 | Responder |
B] Encuesta de sotisfoccedn Coso CH-208 | Hesponder
B Encuesto de satisfaccién Casa CH-318 | Recponder |
[E] Encuesta de sotisfoccidin Coso CH-338 | Responder
B Encussto de sotisfoccidn Casa CH-340 LE‘.‘:‘EE'EE’?! J
E
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By clicking the Respond, a new tab will open with the satisfaction survey.
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By clicking the VIEW DETAIL A new window is displayed with the description and solution of the case.

Cadigo del caso : RF-105862-2-56303 B

Descripcitn Solucitn

Se genero el reporte solicitado en la especificacin, se recomienda creasle algin tipo de filteo para bacerlo mas ligero va que co ambientes
inernos de proshas penera vnas 14 mil hojas de repore.

When you finish filling out the survey, click on the Send Survey.
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Pending approvals

By clicking the “View Cases”, alist of pending approvals and the corresponding case number is displayed.

Aprobaciones X
Aprobocisn interna Coso RF-2053
Aprobacidn interna Caso RF-2347
Aprobocidn clients Coso RF-2352
Aprobocisn interna Caso RF-2351
Aprobocisn interna Coso RF-2348
Aprobocisn interna Coso RF-2353

B Note: If the user has the role of specialist and client, and has approvals assigned for these two roles, the approvals will be displayed within this list.

When you click the “Reply”, a tab is enabled with the case information and options to approve or reject the case.
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Create a case

Create a case

Portol del Cliente
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The case creation form opens. There you enter the subject, the description of the case, fill in the additional fields and attach the necessary files.
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Entering text in the subject field will list matching articles. The search is carried out by title, description, identifier, keywords and/or content of the article.
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detalle. Sl esto opcién no es de oyudao puede cerrar la ventona y continuar con lo ereocidn del coss.
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Click on the article of interest to view its content.
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Este instructivo debera ser usado en situaciones en las que el sistema nos indique un error al
instalar una imprasora.
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If the article responds to the case you are posting, check the box to associate it. The following window will be displayed:
Casos X

Si el articulo cumplié dando respuesta a su caso, haga
clic en Aceptar.

Si no y desea continuar con la creacion del caso haga
clic en Cancelar. S

Cancelar



By clicking “Cancel”, the item will not be associated. By clicking “Accept”, the case will be created, and the item will be associated with the case.
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P Note: >

e |f there are additional required fields, they will be requested once you click on the “OK” button.
e |fthereisastate with the “Default Closure” behavior in the status flow, the case will automatically be created as closed.
e |f thereis no state with the “Default Close” behavior in the state flow, the case will be created in the first state of the flow.

Attachments

The file types allowed by the application to add attachments are defined in a whitelist that can only be modified from the site’s webconfig file (ASMSCustomer). The decision
to use this whitelist is made by ethical hacking guidelines that have been applied after vulnerability tests carried out on the application.

File Extensions

ZIP, RAR, EMZ, 7Z, DOCX, PDF, TXT, INX, XLSX, DOC, EVT, Log, XLS, RDLX, SVCLOG, PML, XLSM, AAM, PRC, RTF,
pptx, dmp, repx, ppt, jpeg, jpg, png, gif, tif, vsd, vsdx, svg,dsf, bmp, jfif, ico, emf, bmp, avi, webm,

MP4, MSG, EML, RESX, CLL, SOL, RDL, CONFIG, AMK, BAK, CSS, CSV, DLL, MOV, XML.

The console allows you to create cases on behalf of another customer, for this in the Applicant Search for and select the user's name.
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F Note: The requesting customer must be previously associated with the project and/or service in order to be displayed in the search.

Finish by clicking the Create Case. The creation of the case will be confirmed and the list of cases will be opened.
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Automatic identification of duplicate cases

When registering a new case, if you have the identification of duplicate cases configured in the case and project type, the tool validates that the following elements are the
same, to confirm the element as duplicate or not:

e Project.



Type of case.

Service.

Category.

Customer.

Affair.

Time configured in the administration console (Taken into account by seconds).

Options when having duplicate cases
If there are one or more cases that match each of the criteria, the user is informed, indicating the list of cases found as possible duplicates.

The user will have the options to add a public note for all the cases in the list or continue with the creation of the new case.

Advertencia de casos duplicados X

Actualmente, existen 1 Casos Coincidentes con el caso que estd creando.

RF-25-31-35812

Puede continuar con la creacion del caso o dejor una nota en todos los casos.
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Crear caso

Creating cases “anonymously”

To create cases, access the user portal anonymously and choose the service on which you are going to create the case.
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Choose the category you want to create the case over.
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The case creation form is enabled, where you will be able to enter the subject, case description, and fill in the additional required fields. You will also be able to attach the
necessary files.
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Selecting the “Create case” button confirms the creation of the case and enables a window with the case tracking link. Copy and save this link, as it is the only means to track
the case.

Seguimiento del coso

Link de seguimiento del coso
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Consult cases

Consult cases

To view a case, click My Cases. You can also access it from the View Cases in the left pane of the console.
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The list of cases you have registered will be displayed.
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You can filter the list by case status (open, closed, or all) or by case type (incident, change, or service requirement). To do this, click on the filter button and mark the criteria
by which you want to filter the list.
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Ingrese el nombre del archivo a exportar



Datolle del Coso Daotos Adicionoles MNotos Adjuntos

Caso Progreso: 0%
REGISTRADO
IM-1848-1-123 i e
Autor: Grupo de Especiolisto: Especiolista:
Cesar Munevor MS.internos Angélico Santona Celis
Rozdn: Compafiia: Categorio
Sin definir Aronda Scftware Falla en Red Inalombrica
Servicio

Conecthvidod de Red & internet

Dascripcion Solucidn

Tengo problemas de conexién a internet. "

Cerror coso |°

On the Additional Data You can view or modify additional case information.

Detalle del Caso Dotos Adicionales Notas Adjuntos

Completar la informacidn poro este caso

Soporte active?(")

| No v

On the Notes You can view or add notes related to the case.

Detalle del Caso Datos Adicionales Motos Adjuntos

© Afiodir nota Filtror por descripciin

Use the filter bar to search for notes by their description. Each note added will show the date it was created.

Detolle del Coso Dotos Adicionales Notas Adjuntos
& Afiadir noto Filtrar por descripeign
Cesor Munavar —e. 2122021 21:25-28
£l
No he recibido respuesto ocerco de lo incidencia. %
On the Attachments You can view or add files related to the case.
Detolle del Coso Datos Adicionales Notos Adjuntos
& Adjuntar archive
Zu2/2021
iooes  CARACTERISTICAS COMUNES (2] docx nekel o

View knowledge base articles

View knowledge base articles
Aranda’s knowledge base contains articles that provide useful information related to the services offered to clients.

To view published articles, click Articles on the home page; You can also enter from the console’s main menu. In the information view, the list of available items and the
corresponding information will be displayed.
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In the top article menu, you can search for articles by keywords and type.
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In the articles menu you can filter articles by project, Most Viewed, Top Rated, New, and Categories.

Aranda Heolth Recovery Fecha de creacion:
= 3/6/2020
ASMS Espafiol Articulo que describe y da acceso a los archivos de AHR T:lpo'
Articulo pruebos
Rozén: No hoy informacicn JEY

Mas Consultados

pruebas adjuntos Fechao de creacidn:
Mejor Calificodo 30/3/2022
Tipo:
Nuevos Articulo pruzbas
Rozdn: Nuevo 1 I G
Categorias . S
Titulo articulo 34428 espafiol Fecha de creacion:
z 26/2/2024
Corpeto articulos Descripcidn articulo 34428 espariol Tiplfc-'f
»  Carpeto servicios Errores conocidos
Rozén: Rozén EC G
Articulo CH-25-52-24994 Fecha de creacidn:
e - 16/11/2022
creacion CH-25-52-24984 Ultima noto privada Ultimao nota pliblica TiF:ID_JI
Articulo pruebos
Rozdn: Nueva 1 J e

In the card detail for each article there are three icons that allow you to view related articles, mail it and add the article to the favorites list.
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The article information view displays the name of the person responsible for the article, the last modified date, the description, and any attachments. You can expand it by
clicking
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Articulo que describe y da acceso o los archivos de AHR

El instalador adjunto en este articulo le permite crear automaticamente el provecto "Bienestar” con el cual puede promover
el monitoreo v la atencion oportuna ante cualquier afectacion del estado de salud de sus trabajadores. E
Consideraciones:

+ El proyecto cargado no tiene configsuradas Reglas ni Encuestas. Para crear reglas puede seguir las instrucciones del
video Configuracion de Reglas para Envio de correos.

+ El usuario no podra visualizar los casos creados desde el portal de usuario de Service Desk (USDK).

* Después de la ejecucion utilitario “ArandaEmergencyReport exe”™ se debe configurar alguna regla, debido a que es un
prerrequistto de ASDK para la activacion del proyecto, s1 no se realiza esta actividad no podra ser modificado.

+ Para que el provecto funcione correctamente se deben asociar los usuarios al provecto v servicios cargados. Para esto es
muy importante seguir las instrucciones de los siguientes videos:

1. Asociacidn de usuarios al Profile.

2. Configuracion de grupos especialistas.

3. Instalacion de Aranda Active Directory Synchronizer.

1 Adjuntos

0 I Arandao Heaolth, Recovery b

You can give the article a rating and add comments.
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Articulo que describe y da occeso a los archivos de AHR

El instalador adjunto en este articulo le permite crear automaticamente el provecto "Bien
el monitoreo v la atencion oportuna ante cualguier afectacion del estado de salud de susi1 | Comentorios

Consideraciones:

* El provecto cargado no tiene configuradas Reglas ni Encuestas. Para crear reglas pued
video Configuracion de Reglas para Envio de correos.

Cancelar

+ El usuario no podra visualizar los casos creados desde el portal de usuario de Service Desk (USDK).

* Después de la ejecucion utilitario “ArandaEmergencvReport exe™ se debe configurar alguna regla, debido a que es un
prerrequisito de ASDK para la activacion del proyecto, si no se realiza esta actividad no podra ser modificado.

* Para que el provecto funcione correctamente se deben asociar los usuarios al provecto v servicios cargados. Para esto es
muy importante seguir las instrucciones de los sigutentes videos:
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My Assets

This functionality allows the user to visualize the Cis of which it is responsible or makes use. The listing provides an organized view of the assets associated with the user.
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Steps to view the associated assets:

1. Click on the My Assets section.

2. Inthe My Assets view, the Cls for projects that the user is responsible for or makes use of will be displayed.
3. EachlICinthelistis presented on a card that shows: ID, name, and category.

4. When you select an IC, detailed information about it is displayed.
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Create Case from a Cl
To start the process of creating a case, click the *Create Case. The case creation window is enabled, where you can select the service, category, and case type.
At the top, alabel will be displayed with information about the Cl selected. To associate it with the case being created, click the Select.

Clicking on the Cancel, the console will return to the session My Assets, where you can select another Cl to start the process of creating a case.
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F Note: If on the console ASMSAdministrator, in the Service Management > Interface, you configure a service type and operating model that do not allow the Cl to
be displayed in the Customer console, when you try to create a case, a message will be displayed indicating that the field is not available.



El campo Cl no esta disponible para el coso o crear,
quiere seleccionar un nuevo servicio/categoria para

continuar con la creacion del coso

The user will have the following options:

e (licking Cancel will return you to the My Assets view to select another Cl.
e Whenyou click OK, you can return to the services view to select a different service and category that has the Cl field enabled.

Edit User Details

Edit User Details

From the Client Console you can change your password and additional user information. To do this, click on the user at the top right of the console, update the information,
and click Save.
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Password Change

When you change your password, you take into account the settings you made in the password policies in the administration console (ASMSAdministrator).
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To perform the password change, enter the current password and the new password; It must comply with the established policies to confirm the new password. By entering
the new credentials you will be able to save the new data.



Cambiar contraseria %
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Cancelar

F Note: Updating the password no Applies to domain users, this type of user will only be able to update additional data.

View and create cases via chat

View and create cases via chat

To access the personalized support chat click on the How can we help you? at the bottom right of the console.
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The chat welcome window will be displayed.

Hola X
Bienvenidos a nuestro chat de
a osistencia personalizada.
e

@ ¢ Como te podemos oyudar?

Before starting a conversation with a specialist, you can view the cases recorded by case number, service, category, or subject. You can also search for services or
categories to create cases and view published articles.

To view a case by case number, type the number and press the Enter key.
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Click on the case to view the basic information of the case.
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Click the Case Detail to see the complete information of the case.
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Click the Historical to view notes added to the case. You can also add new notes by clicking the Add Note.**
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To create a case via chat, type in the name of a service or category and press the Enter key.
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Select a service or group of services, and then choose the appropriate category.
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The form to create the case will open, fill it out and click on the Create Case.
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If you want to start a conversation directly with a specialist, use the Click here.

The following window will be displayed:
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To query a specific case, type the case number, choose the project and click on the Enter.
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Note: The search for cases is only done on cases that are open.

During the conversation you can send files to the specialist by clicking on the attach icon.
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Bienvenidao, Gracias por utilizar nuestros servicios!

Buenas tardes

Buenas tardes, en que le puedo ayudar?

Insertar comentario
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_ ¢Como te podemos ayudar?

At the end of the conversation, the window to rate and comment on the service will be activated.

r

Calificacion del servicio
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Comentarios (opcional):

Enviar calificacion

 Note: The conversation will be added to the case history.

In case a specialist is not available at the start of the conversation, you can leave an offline message, which will be added as a note to the case. Alternatively, you
can wait for a specialist to become available to start the conversation.

En el momento no te podemos atender, déjanos un mensaje y pronto nos
COMUNICAremaos.

Asunto
Ingresar asunto
Mensaje

Ingresar mensaje

Enviar mensaje No enviar

.
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_ £Como te podemos ayudar?

To create a case via chat, in the chat welcome window select the project and click the Enter.
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During the conversation, the specialist will create the case for you.
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At the end, after qualifying the service, you can consult the case in the View Cases.
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In the window that pops up, choose the state Closed and click the Save.
Cerrar caso x
Estado
Cancelodo v
Razon
No hace parte de Ti v

Al cerrar el caso, no se realizard mas
gesticn sobre el mismo

F Note: The option to change status and/or close case will only be available if the respective permissions are assigned from the configuration console.



