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Aranda Service Management Suite

The Aranda Service Management Suite specialist console is the website where the specialists who attend the services can view and manage the different cases registered by customers (internal or external).
Login

Login

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

F Note: The minimum roles that the specialist must have in order to log in to the specialist console are:

a) Specialist roleand b) Role of management of some type of case (Incidents manager, Servicecalls manager, Problems manager, etc.).
Specialist Console

Aranda Dashboard

Dashboard

With this option, the specialist can view the dashboards previously imported from Aranda Query Manager, which contain relevant project information. In this way, you will be able to have a quick overview of key indicators and metrics
important to management of the project.

Dashboard Visualization

1.Logintothe Specialist console with a user who has the permissions assigned. View Aranda Query Manager Permissions
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2. Click "Applications” and then in “Aranda Dashboard”, the ASMS viewer will open with the corresponding dashboards according to the permissions assigned to the specialist.
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Tipo de caso Estado Cantidad
Incidents Registrado 12
Problem En proceso 2
Problem Registrado 1
SeviceCall Aprobada 4

Cantidad de casos por tipoy estndo Contidad de cosos por modelovd

Default Views

Default Views

In the Aranda SERVICE MANAGEMENT ASMS specialist console you will be able to view all the information associated with the cases generated, tasks and pending approvals of the specialist.

How to View Case Information
1. To view the case information, log in to the ASMS Specialist Console, in the Cases From the main menu, select a category to filter the information:

e (Open Cases
e Closed Cases
e All cases(To view this option, the user must have a new or existing role that has the View_All_Filter)

) ABIERTOS () CERRADOS @ TODOS

For the display of the following sections of the menu, the corresponding checks are carried out in terms of roles:

e My Cases and My Tasks: The specialist must have one of the following roles: Changes Manager, Releases Manager, Incidents Manager, Problems Manager or ServiceCalls Manager.

e Cases and Tasks of my Groups: The specialist must have each of the Group Viewer roles that complement the My Cases roles, for example if they have the roles of Changes Manager and Releases Manager must have the roles
Group Changes Viewer and Group Releases Viewer, in case the user has Changes Manager and Releases Manager and only with Group Changes Viewer, the options Cases and Tasks from my Groups They will not be displayed in
the menu.

e Cases and Tasks of my Projects: The specialist must have each of the Project Viewer roles that complement the My Cases roles, for example if they have the roles of Changes Manager and Releases Manager must have the roles
Project Changes Viewer and Project Releases Viewer, in case the user has Changes Manager and Releases Manager and only with Project Changes Viewer, the options Cases and Tasks of my Projects They will not be displayed in
the menu.

e FSC: The specialist must have the role Changes Manager to display this option in the menu.

e Pending Approvals and My Pending Approvals: This option will be displayed if the specialist has any of the following roles Changes Manager, Releases Manager or ServiceCalls Manager.

Consultation Criteria


https://docs.arandasoft.com/aqm/en/pages/configuracion/Carpetas.html

2. 0nce the category to view the cases has been defined, the specialist will be able to consult the information of the cases, taking into account the following criteria:

Consultation criteria

View Case Information

Case Details

Case Consultation

Multiple Case
Consultation

Inquiry by case
number

Case Details:

Multiple Case Consultation

Description

In this view, you will be able to identify and know the information associated with the case (identifier, project, status, type of case, customer, subject, company, responsible,

responsible group, service, Cl).

By selecting a case from the listing or case id, you will be able to view basic information, case details.

The specialist will be able to perform a global search by case number and Subject; In the search field, define the criteria for the case search and press the Enter key.

To query multiple cases, expand the search field option and select Multiple Cases. Type the case numbers separated by commas and press the Enter key.

To query by case number, expand the search field option and select Case Number. Type in the case ID and press the Enter key.
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Filters

3. 0nce the category to view the cases has been defined, the specialist will be able to filter the information of the cases in different ways:

Filters Description
Main filter This option allows you to filter the information in the case list by projects or case type (Requirements, incidents, problems).

This option allows you to filter the information in the case list by case information such as case, status, date of registration, subject, reason, among others)To apply filters by column, click on
the filter icon of the column by which you want to filter and define the desired criteria.)
If you have applied more than one filter and want to clean them all, click on the option CLEAN FILTERS at the top of the console.
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Filters Description

This option allows you to filter the information in the case list to identify cases that are past due and cases that are about to expire.
Time Remaining to Maturity - Cases to expire: Presents cases whose expiration is within 80% and 99%.
- Overdue cases: presents cases whose expiration is equal to or greater than 100%.
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Organize Case Information

4. Once the category to view the cases has been defined, the specialist will be able to organize information from the listed cases using the following options:

Options for Organizing Description

Column Options Organize the information in the case list by enabling or not enabling related data. When you select this option, select the fields you want to display.
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Options for

Organizing Description

It organizes the information in the case list in grid mode and allows you to filter the information with information specific to the case (such as case, project, case type, status, registration

Ell date, subject, reason, among others). Click the Grid icon and choose the filter criteria by column.

Card Organizes case list information in card mode and allows you to filter cases by project, case type, status, and posting date. Click the card icon and choose the filter criteria.

Grid
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. Description
Organizing
Organizes the information in the case list in board mode and allows you to filter cases by specialist or status, project, and case type; it is also possible to group cases by company,
customer, author and Cl
In the Dashboards section you can change a status case, move the card to the next status.
According to the filter selected for the dashboard view, you will have an additional filter where you can filter the information by overdue cases and overdue cases. It is also possible to
Boards filter by operating model

In the last tab you can apply filters by customer, company and/or Cl depending on the grouping made in the main filter.

In the Activity tab, you can view the actions performed in the dashboard display mode.

Note: The display of information in the ‘Dashboards’ view is subject to the permissions assigned in the administration console (ASMSAdministrator). In case the user does not have the
necessary permissions, the card will not be displayed.
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Actions

5. Once the category to view the cases has been defined, the specialist will be able to select the cases and carry out different actions:

Actions Description

This action allows you to export the list of cases that are being viewed in the grid view of the specialist console. Select the Export and choose the file type to export the information; The
following options will be available:

Excel and CSV: With this option, up to 150 case records can be exported to an XLSX file. This limit is set to ensure adequate performance of the solution and to avoid excessive use of resources
(mainly memory).

PDF: With this option, up to 150 case records can be exported to a PDF file. The limit of 150 records is given by the maximum number of cases that can be viewed (per page)in a grid within the
Specialist website.

Export

Define a name for the file and click Export. You can include the description of the cases to be exported, by checking the checkbox.
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Case Options

6. This item allows you to perform different actions for the generated cases. In the information view, identify a case and select the three dots option; window is enabled Case Options in which the following actions will be available:

Actions Description

This action allows you to convert the selected case to an incident, problem, change, or release case.

BT gslie The system generates a confirmation message before converting the case, informing that the information in the additional fields will be cleaned up.

This action allows you to create arelated case for the selected case. Related cases can be incident, problem, change or service requirements.

BCEIEELIE In the information view of the ASMS Specialist Console, you can view the related cases by clicking on the relationship icon.

Convert to
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Description

This action allows you to reassign a selected case by defining the reason for the reassignment and the new person responsible.
To reassign cases in bulk, select each case by checking the checkbox and in the information view at the top of the Specialist console, click the REASSIGN.

Select the reassignment reason and the new assignee.

By clicking Save, a notification will be displayed indicating the number of cases reassigned and the specialist to whom they were assigned.
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Actions Description
Eilr:l?lar This action allows you to search for similar cases with the selected case. In the information view you will be able to view the basic information and details of the similar cases found.
Add Note This action allows you to include a note for the selected case. The Note window is enabled, where you can include the required information and add it.
This action allows you to make changes to the selected cases. Changes will be made to the common properties of the case such as statuses, reasons, notes, attachments, responsible
group, responsible group, scheduling date and additional mandatory fields.
1. Selecting the Bulk Changes option enables the corresponding window.
2. Select the properties to be added and/or modified, such as status, reason, and responsible.
3. By clicking the Next button, you must fill in the information of the additional fields in case they are required.
Massive
Changes Note: Additional fields are enabled if you select cases that are in the same project, case type, model, and status, in addition only the required additional fields are displayed. Finally, click on
the Save button to perform the bulk update on the selected cases
Note: Some options may be disabled for the following reasons:
Status and reason: when | select cases that are in different project, case type, model and/or status (It is not possible to make bulk changes to final states).
Responsible: when | select cases that do NOT have the same specialist group assigned.
Note: For the change of state, the behaviors of the new state will also be evaluated and the corresponding fields configured in the state will be requested
Find similar
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Massive Changes

v Grupo especialista

Actions Description

This action allows you to perform bulk download of attachments for selected cases.
Download When executing this action, a file is downloaded .zip which contains the folders of each of the cases, which are identified by the global id of the case. Within each folder, two subfolders
Attachments: are displayed with the private and public attachments of the case.

Note: This action is only available for the list of open cases.
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View My Calendar (FSC)

The FSC (Forward Schedule of change) view shows the calendar with the schedule of the changes that were approved with their respective dates for each of the stages. See 5.1 Time and Costs



1. To view the schedule of changes, log in to the ASMS Specialist Console in the Cases from the main menu, select the My Calendar (FSC) option:
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2.Inthe information view, you can filter the query by change number, project, stages, start date, and end date.

How to View Tasks

1. To view the tasks associated with cases, log in to the ASMS Specialist Console in the Tasks From the main menu, select a query criterion such as Open Tasks, Closed, My Tasks, My Groups Tasks, and My Projects Tasks.
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2. After selecting the criterion, in the information view you will be able to view the list of tasks according to the selected filter and perform the following activities:

e Apply filters by project and case type; Per Column and by Expiration
e Search by case
e Organizing information by grid, card, and board

F Note: The query criteria and task filters are the same as those used to query the information of the cases.

How to View the Custom Listing

1. To view custom views that have been previously configured from the Admin Console, log in to the ASMS Specialist Console in the Custom listing From the main menu, select an option to filter the information like this:
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Create a case

Creating a Case

1. To Create a Case, login to the ASMS Specialist Console, in the header menu, select the Create Case. The form to enter the new case information (as configured in the Admin console)is enabled.
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Modify Format

2. During the project configuration in the ASMS administration console, you can activate the FILTERCASEUSER filter check box, entering the General Settings from the main menu, select the Settings, in the Detail view, set the Service
Desk option and select the corresponding value.
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3. When you create a case in the ASMS Specialist Console, you see a change in the order of the sections, customer information, and categorization of the case. It is visualized as follows:

Informacién de la atencién ol cliente ~
Proyecto (7] Tipo (1)
Sopaorte v Incidentas W
Categerizacién del caso ~
Senvicio [) Categoric 1)

Informacién del cliente ~
Cliente Compodio ci Contrato
Digite por lo menos una letr.. 4| | Digite per lomenos unaletr., |+ | Digite por lo menos una letro o Seleccione -
Informaciéin bésica ~
Estado

Add files

4.Inthe Create Case form in the ASMS Specialist Console, select the Attach File, to add one or more documents to the case.

5. The window is enabled Attach File. Click the Examine and choose the files you want to include in the case. Include a description of the attached documents.



6. Define the status of the files:

e PRIVATE: Visible only to specialists.
e Public: Visible to users and specialists.

Adjuntar archivo

Exominar...

" Manual Especialista AMS|

EETNON PUBLICO

Guia de instalacidn ASMS v1ldocx @

7. Finally click on the Attach File. If you want to delete a file, you can do so from the list of files by clicking on the delete icon.

1 Adjuntos

Adjuntar archivo

v

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

Allowed

Zip,RAR,EMZ,7Z,Docx,PDF, txt,INX,xIsx,doc,EVT,log,xls,rdIx,svclog,pml,xlsm,aam,prc,rtf, pptx,dmp,repx,ppt.jpeg.jpg.png,qif tif,vsd,vsdx,svg,dsf,bmp,jfif,ico,emf,bmp,avi,webm,mp4,msg,eml,resx,cll,sql,rdl,config,amk,bak,css,csv,dll, mov,xml

Save a case as a template

8. To save the parameterization of a case as a template, in the Create Case form in the ASMS specialist console, fill in basic information about the case (project, case type, service, category, customer, status, among others); Select

the option Save Template.
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9. The template window is enabled where you can fill in the name of the template. When finished, click on the Save.

Create a case from a template.

10. To create a case from a template, in the Create Case form in the ASMS Specialist console, define a project and case type; Select the option Select Template.

11. The window is enabled template where you can select the data from the previously created template.

[

ADJUNTAR ARCHIVD »-

Ir al Listado Cancelar

Note: Only templates that are not marked as scheduled action templates in the Administration / Service Desk / Templates console will be listed.
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12. By clicking the Apply The predefined data will be automatically loaded in each of the fields.
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Plantilla

La plantilla sirve para agilizar la

i6n del caso. Sel

la que se ajuste a su necesidad.

ASMS

Estodo:
Categoria:
Servicio:
Impacto:
Urgencia:
Prioridod:
Grupo Responsable:
Responsable:
Solicitante:
Compaofiio:
Ci:

Modelo:

Registro y Categorizacion
Sugerencia de modificacién o combio
Aranda Service Management
High

No hay informacion

No hay informacion

Soporte

Diego Fernando Rincon Guevara
No hay informacion

No hay informacion

No hay informacion

Combio de Emergencia

Descripcidn caombio de emergencia

»
Bienvenido, a continuacién, describa la incidencia presentada. Recuerde que es importante incluir Woa I

13. Finally, click the Save button to complete the case creation.

Create Cases with related articles

This functionality allows to display articles that match the subject entered by the user, to provide timely support in the attention of the case.

1. From the specialist site, click “Create Case”. This will enable the form for case creation.
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2. Fillin the form fields, such as Project, Type, Service, Category, among others.
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3. 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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4. Click on the article of interest to view its content.



Instalar impresora %
o e o e v&ﬁ v
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e

Este instructivo deberd ser usado en situaciones en las que el sistema nos indigue un error al
instalar una impresora.

Tener como referencia la imagen adjunta del error,

PASOS A SEGUIR
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5. If the article responds to the case you are posting, check the box to associate it.
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6. To disassociate an item, click the "Disassociating".
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7. 0nce you have filled out the case, click on the “Save”. A window will appear asking for the type of relationship with which the item will be associated.

Articulo 4

Acaba de seleccionar un articulo para la creacidn del caso.
Seleccione el tipo de relacion para continuar.

O

| Producido por

Produce
8. Click the “Continue” to create the case with the related article.
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F Note:

o |[f thereis a state with the behavior “Default closure” In the status flow, the case will automatically be created as closed.

e If thereis no state with the behavior “Default closure” In the state flow, the case will be created in the first state of the flow.



Create cases with automatic specialist group assignment

This functionality allows you to automatically suggest the most appropriate group to handle a case, taking into account the subject and description provided. To use this functionality, the action must be previously configured
"Assigning responsible groups”on the admin site. See Responsible Group Assignment Settings

1. From the specialist site, click “Create Case”. This will enable the form for case creation.
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2. Fillin the form fields, such as Project, Type, Service, Category, among others.
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3. 0nce you have filled out the necessary fields, click on the “Save”. A window will appear with a list of suggested groups sorted by relevance.
Suggested group X

One of the following groups is suggested for assignment. They are
shown in the order of relevance for this case, if none is selected
the selected or default group will be assigned

Grupo de Migraciones y Respaldo dnyuses de datos
T
Grupo soporte w

4. Select a suggested group.

e |f youwould like to accept a suggestion, select the group you think is appropriate and click the “Continue”. The case will be created automatically by assigning the selected group.
e |fyou do not want to accept any suggestions, do not select any groups and click “Continue”. In this case, the case will be created with the manually selected group or with the default group assigned to the service.
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F Note:

e |f during case creation the manually selected group matches the first system suggestion, the responsible group assignment suggestion modal is not displayed.

Identification of duplicate cases

By having the identification of duplicate cases configured in the administration console for the project and case type, if the case to be created matches in project, case type, service, category and client with any of the existing cases
according to the configuration, the specialist will be informed of the list of duplicate cases and the option to add a note to all cases or continue with the creation of the new one case.


https://docs.arandasoft.com/asms-admin/en/pages/general/Configuracion_AI.html

Advertencia de casos duplicados x

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

RF-25-31-35824

Puede continuar con la creacion del coso o dejor una nota en todos los casos.
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Edit a case

Edit a case

Editinga Case

1. To edit the case information, log in to the ASMS Specialist Console in the Cases From the main menu, select an option associated with the cases (Open, Closed, My Cases or Cases from my groups) and in the information view you will
be able to see the list of created cases.

2.Inthe information view of the ASMS Specialist Console, you can access a case for querying or editing in the following ways:

e Preview: In the case list, click on one of the records and you will be able to access a non-editable preview of the case, with basic information and history of the case. You can select the View or Edit case.
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e Overview: In the list of cases, click on the case ID and you will be able to access an overview of the case, with information such as status, project, progress and date; categories such as basic information, customer information,
case categorization, priority level, or additional fields, among others. You can select the View, Edit or Save the case.
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e Cards View: In the information view, click on the Card icon, and you will be able to view the list of cases and a non-editable preview of the case. You can select the View or Edit case.
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P Note: When editing a case in the ASMS Specialist Console, you will be able to modify case information if you have the permissions assigned to you during project setup in the ASMS Admin Console.



3. When you finish editing the case, click Save to confirm the changes made.

Attach File

When editing a case in the Specialist Console, you will have the option to add documents enabled by selecting the option Attach File.
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Add Note

When viewing a case in the Specialist console, you can add a note to the case without editing it by clicking the New note. In the window that is enabled, describe the note, confirmif it is public, and select the Add Note.
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If you have the action set up “Improved wording” on the admin site View Sentiment Analysis Settings, a button will be displayed at the bottom called “Improve grade”. This button is enabled when typing more than 20 characters and
allows you to improve the clarity, coherence and style of the text entered.

Nota ¢La nota es publica? NO

il
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e

B I U e ¢ E

Tras realizar pruebas en la consola de administracion, se detecté que la causa de
la inconsistencia era la lentitud en la red.

é‘, Mejorar nota ﬁh Agregar Nota


https://docs.arandasoft.com/asms-admin/en/pages/general/Configuracion_AI.html

Send mail

When editing a case in the Specialist Console, you will have the option Send mail, to send a case report via email. Define the script, a subject, the body of the email, and attachments if required. When you select the ADD TAG, you can
include information from the case fields. A list of the fields in the case is enabled. Select the fields you will use in the email text and the values will be replaced with the case information.

Recipient Management in “To” and “CC”

By clicking on the fields For or CC, triggers a predictive search that displays an email list of active specialists associated with the project. As at least 3 characters are entered, matching recipient suggestions are displayed, facilitating

quick and accurate selection.
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F Note: When you select the ADD TAG In the subject of the email, the tag can be included Code which corresponds to the identifier of the case.

The fields Stop and CC They have the following characteristics:

Allowed Parameters:

e Fulllength: Up to 113 characters.

e Length before symbol @ Up to 64 characters.
e Length after symbol @ Up to 48 characters.

e Characters allowed:

e Letters: a-zand A-Z (excluding the letter A-N).
e Numbers: 0-9.

e Special characters: .- _ # " ~

Restrictions:

e The use of a period(.)immediately before the @ symbol is not allowed.

AGREGAR TAG
X

i=

= Codigo

Note: The labels of the date and time fields will be replaced based on the time zone of the user logged into the application. If the user does not have a defined time zone, the values will be adjusted to the UTC time zone.
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Click the Planned you will be able to preview the email.

AGREGAR TAG

Codigo



Previsto *

Cordial saludo,

A continuacidn se envia informacin del avance del caso RF-56 reportado al centro de sopone de Aranda Software
Detalles del caso:

Descripcion:

Falla en la asignacion para ] acceso al portal

Estado Actual: Registrado

Avances del caso:

Cordialmente,
Aranda Support Center

Recuerde que puede hacer seguimiento a su caso ingresando al siguiente link

When you send the email, a private .eml file with the information sent in the email including the attachments will be automatically attached to the case.

Reporte X

Se envid un mensaje desde lo cuenta Aranda notificaciones o
william.orozco@arandasoft.com

con el osunto: Avance del caso
email-ottachment-1648830284210.em|

In the History tab of the case, the sending of the report will be registered with a link to download the email sent.

Effort

If the specialist is also responsible for the case, when editing a case in the specialist console, the Effort , where the specialist will be able to record the time they have invested in the case throughout the life cycle. (This button is
displayed only if it has been previously configured from the Admin console.)
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Risk

The Risk allows the specialist to assess the risk when implementing a Change or a Release (only applies to these two types of cases). When editing the case, the risk button is enabled depending on the state in which the risk was
defined from the management console.
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If you edit the case, by entering through the case ID, you will be able to identify the Risk option, in the Define the Priority level tab, in the Risk field, click on the corresponding icon
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In the window Assess Risk Define the risk levels for the selected case.
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History

At any time during the editing of the case you can access The History to view the record of the actions taken on the case during its life cycle.
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Sentiment Analysis

Preconditions

e Have the endpoints and actions required for proper operation configured in the admin console. View Sentiment Analysis Settings

1. When the customer has added a note to a case type such as Service Requirement, Incidents or Changes, the specialist will be able to see the customer’s sentiment in the Case Details, in the field History / All / Customer Notes.


https://docs.arandasoft.com/asms-admin/en/pages/general/Configuracion_AI.html
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3. An analysis of all the notes added to the case will be carried out and the client’s sentiment regarding the case will be visualized.
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4. Within the sentiment options, the following are available:

Satisfied: feeling when the grades are positive.

Unsatisfied: feeling when the grades are negative.

Mixed: feeling when there are positive and negative notes.

Neutral: feeling when internally it is not possible to interpret the notes added to the case.

5. For the feeling Mixed A final perception is calculated according to the last grade added to the case.
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Time and costs

Time Consultation

Querying times in the ASMS Specialist Console allows you to track and determine the progress of the cases generated with the metrics set for the timers in the ASMS Administration Console. The service times and the dates of
attention of the case present precise indicators for decision-making.

1. To view the times used in a case, log in to the ASMS Specialist Console, in the Cases From the main menu, select an option associated with the cases (Open, Closed, My Cases or Cases from my groups)and in the information view you
will be able to see the list of created cases.

2.In the information view of the ASMS Specialist Console, click on the case ID and you will be able to access a detailed overview of the case; Select the Time and Costs and in the Times Check the times generated for the case.
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If the time query is made for a case type Changes, the specialist can define the duration, start dates and calculate according to the calendar of the case the end date for each of the stages of the change.
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Once all the stages of the change are completed, it will be possible to detect the collision of dates between the stages of the changes taking into account: project, service, category and Cl, in case there is at least one change that in its
dates agrees with the current change, the closest dates in which no conflicts with the other changes were found will be reported. You have the option to accept or reject the suggested dates.
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Paused times

This option is enabled for cases created after configuration in the Admin console Times.


https://docs.arandasoft.com/asms-admin/en/pages/sd/Tiempo_(Cronometros).html
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For the paused time to be triggered, the time and case must meet the following conditions:

e Estimated date calculated.

e Actual date unassigned.

e Fortimes by state, the case must be in a state where time counting is not kept.

e Fortime by condition, the case must not meet the conditions for time execution.

Once the case enters again a state or condition where the time is counted and progressed or the actual date is assigned, the estimated date of time will be recalculated according to the duration of the pause and the timing of the
pause.

If the case enters a final state and the end state does not assign the actual date of time, the paused time will have no effect on the estimated date of the case and the paused time will be set to 0.

Recalculation of times

This option is available to perform a recalculation of the times, progress and estimated dates of the case and it is used only in cases, where it is confirmed, that the data displayed in the console does not correspond to what is
expected.
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When you click on the recalculate button, a modal will be displayed with the suggested data according to the history of the case and the paused times that exist in the case. New values are accepted when you click the Update; these
values will be assigned to the case. If you click the Cancel The values of the case will not be modified.
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Solucion
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Costs

2.In the information view of the ASMS Specialist console, select the Time and Costs and in the Costs View the times generated for the case for the case’s cumulative cost, price, and effort values (as configured in the Admin console).
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Relations

Consult and build relationships

1. By viewing a case in the ASMS Specialist Console, you can relate the case to other cases, assets (Cls), and items that can support the case management or resolution. To create a relationship between cases, log in to the ASMS
Specialist Console in the Cases From the main menu, select an option associated with the cases(Open, Closed, My Cases or Cases from my groups) and in the information view you will be able to see the list of created cases.

2.Inthe information view of the ASMS Specialist Console, click on the case ID and you will be able to access a detailed overview of the case; Select the Relations and click the New relationship.
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From the Relations You can also search and filter related items by type, status, and case type. Additionally, you will be able to view and edit the information of the related cases. Selecting a related case will display the associated
information.
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When Filtering by Type Assets In cases, the Relationship filter will only show the relationship option Related to:, because ICs will always have a child-like relationship with the case.
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3. The window is enabled Related Cases where you can search for different concepts to be related.

R Note: Only the causes of relationships that were created from the same case type in the Admin console will be listed.

e Type of relationship in administration from Service Requirements to Incidents.
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Search by case: From this option it is only possible to search for cases. Type in the case number, check the checkbox, click on the case type, and select the cause of the relationship.
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Search by case type and project: From this option it is possible to search for cases by type and project, assets and items. Set the values and click To find.
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When Filtering by Type Assets In the search for related cases, only the relationship option will be displayed Related To, because ICs will always have a child-like relationship with the case. When performing the search, you will be able
to see in the results table the main columns related to the assets; Information such as Serial, Brand, Model, Inventory Label.
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When searching by type Assets you will be able to apply filters for each column in the results table, allowing a more precise search for the ICs.
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To remove filters applied to columns in the results table of Assets, click the Clean Filters.
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4. From the generated list, select one or more records and click the Relate. In the information associated with the case, in the Relationships tab you can display the new defined relationship.
F Note: Keep the following condition in mind when relating cases:

e [f the case has a typical service associated with it External, when creating a relationship and displaying the relationship types, then NO The complementary relationships will be listed.
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Visualize Relationships

When viewing the relationships of the case, it must be taken into account that the labels displayed in the cards of the detail of the case or the tree-type visualization, will correspond to the relationships defined according to the
creation in the administration console. Example:

e Type of relationship in administration from Service Requirements to Incidents.
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e Alcrear unarelacion en consola especialista desde el tipo de caso Requerimientos de servicio hacia Incidentes, en la lista de casos relacionados o la visualizacién tipo arbol se visualizara la etiqueta de la siguiente manera:
o Sise visualiza desde el tipo de caso Requerimientos de servicio, se muestra la etiqueta con la cual se creo la relacion.
o Sisevisualiza desde el tipo de caso Incidente, se muestra la etiqueta contraria de acuerdo a la definicion en administracion.
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F Note: In the tree-type view, the unlabeled card corresponds to the case where the relationship view is performed.

Undo Relationship

If you want to undo the relationship, click the unassociate icon. You can undo multiple relationships by checking the global checkbox and then clicking the Detach button.
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1. To create an article, go to the ASMS Specialist site. Edit a case to enter the overview and detailed of it. Then, select the Relations and click New Article.

2. Select the relationship type.
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Articulo X

Relacidn

Producido por v

Continuar

3. 0n the Details, complete the information required for the creation of the article.

Field Description

Title: Enter the title of the article.

Description: Enter an item description

Identifier: Enter a word that allows you to identify the type of content

Guy View Types

States View States

Reason: Reason for the initial state.

Group From Choose a group of specialists. View Specialist GroupsCryptography

specialists:

Specialist: Select the person responsible for the item. View Specialists

Public Check the box if you want the article to be visible from the user console.

Class: Internal (you create the informati(.)n.in the article) or External (the content of your article refers entirely to a website; in this case, in the empty field, type the URL you want to
reference. Example: https://dominio/ruta).

Keywords: Words that allow you to find the item quickly when searching.

4. 0n the Content, if the item is of type internal, tools for design and Editing of texts and images. If it is an article of External The field to enter the link will be displayed.
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5. It is also possible to generate the content of the article using artificial intelligence through the Article Generation by Al. To display this button, you must have the action set up “Automatic article generation” on the administration.
See Al Settings for more details.
The article will be constructed based on the description and solution of the case under editing.
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Falla de Internet Reportada

Fecha: [Fecha Actual]

Descripeion del Caso

Nombre del Cliente: William Orozeo

Ubicacidn del Cliente: Albania

Equipo Afectado: Portatil Dell con sistema operativo Windows 10

Problema: Falta de conexion a Internet

Solucién Proporcionada
1. Verificacién de cables y iones: Se veri los cables de red y se aseguré que estuvi tanto en la comy como en el router.
2. Rednicio del equipe ¥ router: Se reiniciaron tanto ¢l router como la dora para seluck de ividad temporal cansades por errores de software,
3. Configuracién de red: Se verificé la ién de red de la computad gurd de que estuviera configurada para obtener una direccion IP autométicamente y
reiniciando el adaptador de red. o
4 Prishas de conevidn: Sa tilizh 13 harramisnta de disgnastien de red dal sistema anarativi nars idantificar nehlamas v naon sa varified |a canevidn a Tntermat ahrisndn nn
DR > v ® vista previa Palabras: 289 Caracterss: 1568

5. Once you've set up the basic information for the item, click Save to confirm the changes you've made.

Create and edit tasks
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The tab Tasks Displays tasks automatically created for case management based on the configuration made in the Admin console. You can also add tasks manually, for this, click on the New Task.
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The new task creation form will appear. Once the information has been entered in the tabs Task and Additional Data, click Save.
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The task will be in edit mode, and you will be able to modify the information in the forms displayed in each tab on the right side of the screen.
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P Notes:
When creating or editing a task, the start date, you should take into account the time zone of the specialist recording it. Thus, if the computer on which you created the task does not correspond to the specialist’s time
zone when saving the initial date, it will be saved with the specialist's time zone, even if the computer’s time is displayed in the console.

2. The duration and start date fields will only be editable at the creation and initial status of the task.
. The end date field is calculated according to the time zone of the calendar assigned to the case, allowing this field to be displayed on a non-working date and time.
If in the ASMSAdministrator The Recalculate successor task dates For the task model, when you close a predecessor task, the start date of the successor task will automatically adjust to the actual end date of the

predecessor task. View Task Template. {: #important}

Example: If the calendar was set to time zone -3 Brasilia and a task is created with a specialist in Bogota, the calendar for Bogota is run two hours later.

1.

W

The tab Relations Displays the predecessor and successor tasks based on the flow configured in the Admin console.
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The filter icon allows you to filter the list by successor, predecessor, open, and closed tasks.
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Itis possible to create related tasks and define during task creation, whether they will be successors or predecessors.

1. Open an existing task in the case. 2. Above the three dots at the top right, select the option Relations. 3. Click the New task. 4. When you select the model, the other fields of the form are unlocked and when you expand the Relation,

you can select between successor or predecessor options.

> o |
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On the Tasks, in the case edit, you can delete tasks by clicking the icon.

F Note: Itis only possible to delete tasks that have been created manually and are in an initial state.

Ir al Listado Cancelar
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Approvals
1. Approvals

The tab Approvals allows the specialist to vote to approve or reject status changes in cases of type Service Requirements, Changes and Releases, in the Pending Approvals tab it is possible to vote or view the list of voters associated
with the voting process.

< = Relaciones [& Tareas [ Aprobaciones [ Encuestas > =

Aprobacion por terceros | Desaoprobacion por terceros

Esta pe&diente de su aprobacion para este caso Oﬂqfeqﬂrmmes ¥

Por favor explique la razén de su eleccién (*)

SRS DD/MM/YYYY HH:MM Fendiente
Soporte Nivel 1
BonoeCulumbg DD/MMIYYYY HH:-MM Pendiente
Soporte Nivel 1
SIAEEIE DD/MM/YYYY HH:MM Pendiente
Soporte Nivel 1
SUTREEET DD/MM/YYYY HH:MM Fendiente
Soporte Nivel 1
ST DD/MMIYYYY HH:MM Pendiente
Soporte Nivel 1

After voting, you can check the result of the vote in the tab Voting history or from the Tag VotingResult which is available in the Mail Tags options in the case or from the previous configuration, in the console ASMSAdministrator in the
session Service Desk > Email Templates and/or Rules.
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During the voting process, it is possible to add specialists manually to participate in the voting. To do this, in the search box, type in the name of the specialist, fill in the justification (which will be registered as an annotation to the
case)and click on Add.

¢ & Relaciones [3 Tareas [ Aprobaciones [ElErcu % 3
Estd pendiente de su aprobacién para este caso aﬁrﬂregﬂr votantes «
i | on] i
william Orozco |
Par favor expligue & rEzon de su eleccion (7

William Orozco

Se incluye especialista por solidtud de
gerencia.

If you check the Cl Managers, when doing the search, only the specialists responsible for the ICs that are associated or related to the case will be shown.

A confirmation message will be displayed at the bottom of the console.
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Third-party approvals

A specialist who is not from the voting group may approve or disapprove a case, if assigned the role ThirdPartyApproval from the Admin console.
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F Note: When executing the vote, the case will be automatically approved/rejected regardless of the number and/or percentage of voters that are configured in the approval process. Once the vote has been applied, you
will be able to view the user, the name of the third party and the justification of each of the specialists that were needed to approve or reject the case.
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Third-party customer approval
When a case is in the status of approval by the client and the client has not yet responded to the survey or approval required, the specialist with the Customer Third Party Approval role will be able to vote on behalf of the customer

from the corresponding console.

o) c Creor casa
= Service Management !
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Casos obiertos

When executing the vote, the case will be automatically approved or rejected. Once the vote has been applied, the The user will be able to see in the voting history the name of the third party and the corresponding justification.
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Survey

Once the customer has completed the case satisfaction survey, they will be able to view the survey responses by clicking on the See survey. If the survey has not been completed, a message will be displayed informing that there is no
information.

< =] 2 Historlal @ Tiempo )3 :

5 o Encuesta Todas las Preguntas Ry a] (51
VET encue

o El cliente ya ha respondido la encuesta

Add notes and change status by email
Preconditions

e Have the Inbound Servers section configured from the administration. View Email Settings
e Have email notification rules set up. View Rules

Add notes by email

This functionality allows you to add notes to the case by responding to the notification emails that are generated by the different rules that you have configured. The following example sets up a rule that notifies the customer by mail
when a case is posted.

Modelos i
Registra Estado Estad: Registrad *
Guiones @Actvo /8
o
T 0 -
Vencimiento ¢ Entad
Perfiles @ ierre conform o 78+
Q mn
Log acase from one of the consoles to generate the notification email.
(]
RF-20051 Progreso Fechaderegauo i3 < 8 Gem g Hat & Thmmgian Y y & E
o 222 113830 i e
Progecta Autor @ Models
o e . DR 2
4
Categorizocién del co e AsMS »» Requerimiento 5o sugerencio A
Servicio [[) Cotegoria () Controto L
2 Av O~ BIVY EFA = 4
Informaocién del cliente ~ s
Solicitarte @ Clerte @
- Fe S i AsMS >> Requermmiento so sugerencia
a + @

When the email arrives in the customer’s inbox, the sent message will be displayed along with the following line at the top:

—Automatic Message [IM-XXX]: To answer, do it on this line—

P Note: When replying, be sure to write the message directly over the previous line. Any text added above that line will be recorded as a note in the case. Avoid modifying it, as any changes can prevent the mail from being
processed and the note from being added to the case.

Send the reply to the email account configured to receive this information.
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When the email arrives at the receiving account, the Aranda Worker Service will be in charge of processing the message and including the public note to the case.

RF-20051 «cC=p o Fechade regatro 35 ¢ [ Gestisn de cosos 5 % Tie Yooutr 3 §
o 2022, 173 ———
Proyects - Autor @ Models
e S v . Q c¥
Actradod
e - ; . u z Estritid una noto poblica

Categoria ) Cantrota

Informacién del cliente 5 Cred un item

Solcitonts @ Chante @

F Note: The first response, or any response to the initial notification email, is stored correctly in the case notes. However, subsequent responses within the same email chain are not recorded in the case notes.

Change of status by mail This functionality allows specialists to change the status of the cases by responding to notification emails that are generated by the rules that are configured.
Note:

e Itisonly possible to change to states, with Solved behavior and/or Revision.
e The specialist who answers the email must be associated with a group of specialists and have permissions to edit cases.

The following example configures a rule that notifies the specialist when the case is in a state prior to the state with “Fixed” behavior.
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Once the information arrives in the specialist’s inbox, the reply to the email account configured to receive these messages, with the following structure:

{Status="Status with Behavior Fixed"}
{Commentary="Solution Comment"}
{Note="Additional Note to the Case"}

B ewiar [ Adjuntar - [i] Descartar - -~ o

WAL i © Prioritarios  Otros = Fivar
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v 7 Bomadores 1 Este mes {5tatus=Solucionado)
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ithin = "
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(=] et n Cree una cuenta de prueba.. Dom 2509

Hel

e . Greeting se

Remarks:

If text exists outside the structure, this information is added as an additional note to the case.

You don't have to submit the {Note=} section.

If the completed status is invalid, the status does not change and a private note is added to the case reporting the error.

If the solution comment is empty or not sent within the structure, it does not change the status of the case and a private note is added to the case reporting the error.
If the filled status does not have “Solved” and/or “Review” behavior, the status does not change and a private note is added to the case informing of the error.

If there are additional required fields in the status, it does not change it and a private note is added to the case reporting the error.

If the filled status does not correspond to the configured flow, the status does not change and a private note is added to the case reporting the error.

When the email arrives at the receiving account, the Aranda Worker Service will be in charge of processing the message and making the corresponding changes.
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##Categorizacion Automatic
The Automatic Categorization functionality in Case Creator provides users with the ability to create cases and categorize them based on Al models and actions Al set up in the Admin console. See C.A configuration

& rlantilla

[#) Detalles
Mombre Tipo de Registro
Requerimiento web v
Servicio Categoria
Arande Service Management Q Requerimiento o sugerencia v
Estado Urgencia
Registrado i Baja v
Autor Cliente
Q Buscar usuarios Q

Buscar usuarios

L D Habilitar categorizacion automéatica

F Note: When creating and categorizing cases by mail, the console will attempt to get the user from the sender’s mail. If this does not exist, an attempt will be made to obtain the user from the client field (1) of the template
configuration. In case the client field is not configured, it will seek to obtain the user of the author field (2). If there is no information in any of these fields, the case will be created with the default settings without being

categorized.

Autor (2} Cliente {1}
Buscar usuarios Q Buscar usuarios Q

' Habilitar categorizacion automatica

Shortcuts

Favorite Cases

Favorite Cases
1. To mark a case as a Favorite, log in to the ASMS Specialist Console, in the Cases section of the main menu, select an option associated with the cases (Assigned to me, From my Groups, from my Projects) and in the information

view you will be able to view the list of cases created.
2. ldentify the case you want to mark as a favorite and click on the respective icon
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. The icon will change color, indicating that the case has been added to the favorites list.
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1. Inthe Shortcuts section of the main menu, select the Favorite Cases. In the information view you will be able to view the list of aggregated favorite cases.

The Favorite Cases option in the main menu will display a counter indicating the number of favorite cases added.
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F Note:

1. The specialist user will be able to manage the case from the view of Favorite cases.
2. Once the case is finished, it will no longer be visible in the view Favorite cases.
3. You can uncheck a case as a favorite by clicking on the corresponding icon. {: #important}

Notify Users with Favorite Cases

With this option, you can configure the sending of emails using Rules, to notify users who have marked cases as favorites, when meeting the rule settings.

1. Enter the ASMS administration console, in the Service Desk section of the main menu, select the Rules option.
. Configure the basic rule information, define the conditions and in the types of actions, select the option Send Email
. Inthe Send field, from the drop-down list, select one of the available options:

NN

e Specialist assigned to the case

e Specialist group assigned to the case
1. By selecting one of the above options, you will be able to display the checkbox Allow Subscription. When you select this check box, the rule will include users who have the case marked as a favorite to receive email
notifications.
“ &
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Other features

Fast management

The ASMS specialist will be able to access customer, company, cis information and their related data at any time. This module allows for more efficient and integrated management by consulting business information, creating or
editing cases from previous records of service or case management.

1. To access the Quick Management module, log in to the ASMS Specialist Console, in the information view select the stopwatch icon to display the Fast Management.
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2. The query may be made with customer, company or cis data and/or data (title, description, contents) of articles related to the subject. 3. Enter a query criterion and the system displays an initial list with the results found and the
identifier if it is Company, customer or Cl.

»am X

Clionts| *

4. By selecting the criterion, the related items are enabled for the respective management:

Consultation criteria Description

Consultation Criteria This option presents the information associated with the selected criterion (customer, company, or Cl).

Cases This option presents the open or closed cases associated with the defined query criteria.
Ci This option presents the Cis associated with the defined query criterion.

Articles This option presents the found articles associated with the entered subject.

Templates This option presents case information with data on the matter entered.
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Cliente
Cliente_testing
Informaocidn
Nombre

Normbee del Usuario
Corren Electrénico

Teidfonal

Sy
Direccitn 1 .
Direccién 2
—
Teidfono 2

Teléfono 3

Cases that contain the entered subject can be used as a template to create a new case using that information.

Actions by Query Criterion

5. When you select the item Cases A list of open and closed cases found for the defined query criterion is displayed. Selecting a case enables the information related to the case (case detail, additional information, history, among
others). The specialist may perform the following actions:

e See the Case Information.
e Edit the Case.



e AddaNote
e Send an email.
e Attach files.
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6. When you select the item Ci alist of the Cis found for the defined query criterion is displayed. Selecting the Cl enables the related information of the case (IC detail, additional fields, history) and activates the Create Case.

g Historiol x Gestién répida ®

Identificador Tipa: Etiqueta inventario

1 dao 360 PRODUC eti
Modelo Marca Imy
modalo - A Cliente 1 x
Responsable Sesial Fecha de creacidn
Cliente 1 Serio 30/1/2019
2w @ (@ (=
Descripcién Aranda 360
Ci(1)
Nombre: o
Tipe
Serial
Estodo: Aprobodo

7. When you select the item Articles A list of the items found according to the subject entered is displayed. Selecting the item enables the document's related information (detail, additional fields, history) and activates the Create

Case.
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8. When you select the item Templates A list with the information of the case is displayed according to the subject entered. Selecting the template activates the Create Case.
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Change Display

You can change the display of the case form by clicking on the icon.
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Expand description

1. Expand description

Inside the field Description The Windows icon is located to expand the description of the case. To return to the normal size, click on the same icon again.

1. View Author, Client, Company, and Cl information.

In the upper right you will find a panel that allows you to view the information of the author, client, company and Cl associated with the case.







Author

Displays the information of the user who created the case.

Customer

Displays the additional customer information and fields for the case.

Informacion

Nombre
Diego Rincon
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Sin informacion

Direccidn 1

X
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Nombre

cliemte 1

Nombre del Usuano
L |

Correo Elactrémico
diegobhallesraros @arandas ol oepma
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Sin informadian
Diireccicon 1

Zan informacion
Telétanag 2

Zan informacion
Celular

12154654

Fat
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By clicking VIEW INFORMATION At the bottom of the customer detail pane, you'll notice the following information:

List of the client’s open and closed cases.



List of ICs for which the client is responsible.
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Name: HEWLETT-PACKARD-CHND1P01684
Type: Equipo de Computo

Serial:

State: Activo

If you want to see more information about one of the customer’s cases, click on the case and a window will open where you can make some modifications and edit the case.
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If you want to see more information about one of the customer’s ICs, click on the Cl and a window will open with more Cl data, additional fields, and history:
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Company

Displays the additional company information and fields associated with the case.



Cl

Displays the information of the IQ associated with the case.
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The three-dot icon at the top right of the case form will allow you to pull down the list of case tabs to immediately access the desired tab.
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Solicitud de nuevo servidor para pruebas.

Shortcuts

In grid view, each case has a shortcut menu that allows you to access the following actions:
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Convert to

Converts the case to another type of case depending on the characteristics of the request as determined by the specialist.

Opciones del caso X

(1) Convertira A

Incidentes

Problemas

Cambios

Crear relacionado v

IH

Reasignar caso v

Buscar similares

Anadir nota

L £ =k

Create Related
It creates a new case and automatically relates it based on the information from the source case.

At the time of uploading the data in the creation form, it is validated that the different concepts are active and that selection is possible in the new case.



Opciones del caso A

) Convertra v

= (Crear relacionado A

Incidentes

Problemas

Cambios

Reguerimiento de Servicio

it Reasignar caso v

Buscar similares

[} Aifadir nota

Reassign Case

Reassign the case to a specialist from the current case group.

Opciones del caso X
J Convertira -
= Crear relacionado v

Reasignar caso

Razdn

Seleccione

Muevo responsable

S5in informacion

@ Buscar similares

[J) Anadir nota

Find similar



Look for cases where the customer, company, subject, and description match.

Opciones del caso X

(0 Convertir 3 v
= (rear relacionado v

At Reasignar caso v

Buscar similares

[ Anfadir nota

Add note

This option allows you to add notes to the case.

Opciones del caso X

iy

Convertir a v

H

Crear relacionado A
4% Reasignar caso A
@ Buscar similares

Anadir nota

Chat from the Specialist Console
For a specialist to have access to this option, the project must have chat integration enabled, and the specialist must be associated with the group of specialists who will be attending the chat.

To start the chat, click on the icon located in the top menu of the Specialist console.
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The options that the specialist has to interact with the user through the chat will be displayed.
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By clicking the more options icon, you can disassociate the case, add note, view, or edit the case.
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Casar Munswar
Adadi |
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Busnas bandes e T

After the interaction is complete, the entire conversation will be added to the case history.
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If you don't want to relate the conversation to an existing case, you can create a new case by clicking the plusicon.

Diego Rincon

Usuanas en linea (1) g @mm Munevar Soporte (], Ingrese un ndmen de casa

CRGar Munevar

Buenas tardas
Cegar

Munevar . =
Dieg o Rincon

Buenas tards, en que b2 puedp ayucar?

The new case will be created according to the parameters set in the Admin console, and a message will be displayed confirming the successful creation of the case.

P Note: The functionality of Attach Files is under development.
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You can transfer the conversation to another specialist by clicking on the headset icon.
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Locate the specialist you want to transfer the chat to and click on the headset icon.

Complimentary ticket

This functionality allows you to troubleshoot (parent) cases by resolving (child) cases that are related to a complementary relationship.

Preconditions

1. From the Admin console, you should have relationships marked as Complementary relationship.
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2. In the state flow you must have at least one state with behavior Fixed or Patch (changes).

Specialist Console

1. Relate one or more cases to a case with a complementary relationship.

Cosos relocionados X

AsMS »> Requerimiento so sugerencio

Proyects Arondo For Education Claerte = RF-40395 — Progeso

cl
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No hay infor mactn

Detolles del caso ~

Asunto

Consider the following behaviors when relating cases:

e [f the case has a typical service associated with it External and a relationship is going to be created, when you select relation Son and unfold the values, then NO The complementary relationships will be listed.
e |f the specialist is creating a relationship on a case, when you select relationship Father and Choose a Complementary relationship, when you search you will only get the cases whose service Associate SEA internal.

2. Bring the case (child) up to the status with “Fixed” or “Reviewed” behavior and click the Save.
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3. The following window is displayed to solve the case (parent).
-!
Resolver caso padre X
El caso actual tiene el siguiente caso padre RF-40395, en estado
abierto ¢Quiere resolverlo?
Por favor llene la siguiente informacién:
Solucién:
No Si
4. Click the Yes and type a solution comment.
Resolver caso padre X

El caso actual tiene el siguiente caso padre RF-40395, en estado
abierto ¢Quiere resolverlo?

Por favor llene la siguiente informacion:

Solucién:

B I U

I
]
il
Il

W=
-

Solucion mediante el caso hijo |

Cancelar Guardar

5. When you click the Save, the confirmation of the solution of the case (parent) is displayed.



Resolver caso padre X

El caso actual tiene el siguiente caso padre RF-40395, en estado
abierto ¢Quiere resolverlo?

Por favor llene la siguiente informacion:

Solucién:

Ll
|

B 1 U

il
1l
i

Solucion mediante el caso hijo.

Cancelar Guardar

Remarks:

It is not possible to solve cases (father), if you have open cases (children) with a complementary relationship.
The confirmation window for the case solution (parent)is only displayed when the last case (child) with complementary relationship is resolved.
It is not possible to resolve cases (parent)if you have additional required fields unfilled in the status with “Fixed” or “Review” behavior.

L ]
[ ]
[ ]
e The case (child) must always go through the status with ‘Fixed' or ‘Reviewed’ behavior for the window to be displayed.

Password Change

This option is displayed when clicking on the icon of the logged-in user whose authentication was by ARANDA, when making the password change the configuration made in the password policies is taken into account.

AR OPCIONES DE COLUMB

o : Aranda®

SAOFTWARE

APPLICATION A...

Acerco ds
Envior comantario

Combicr controzena

Cerror Seslén

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 contrasefia x

Aranda®

SAFTWARE

APPLICATION ADMINISTRATOR EDITADD 1
Controsefia:

Mueva controsefia:

30 Moydsculos [Min. 1)
) Longitud de lo contrasefia [Min. 4)
) Mindsculas [Min. 2)

Cancelar

Knowledge base
Aranda’s knowledge base contains articles that provide useful information related to the services offered to clients.
To view published articles, click Knowledge base in the main menu. In the information view, the list of available items and the corresponding information will be displayed.

In the top article menu, you can search for articles by keywords and type.
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Articulo que describe y do acceso a los archives de AHR

In the articles menu you can filter articles by project, Most Viewed, Top Rated, New, and Categories.
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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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AHR Tipo:
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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 z -
cualquier afectacion del estado de salud de sus trabajadores.

Consideraciones:

+ El provecto cargado no tiene configuradas Reglas ni Encuestas. Para crear reglas

puede seguir las instrucciones del video Configuracion de Reglas para Envio de
correos.

1 Adjuntos
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You can give the article a rating and add comments.
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Custom filters

This option allows users to save the filters according to their needs.
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Fersonalized views

.f’ Personalized filters

To save or apply previously saved filters, note that this functionality is restricted to the grid view in the following options:

My Cases

Cases from my groups
Cases of my projects
My Approvals

Pending approvals

My Tasks

Tasks in my groups
My Project Tasks

Action Description

When you apply a primary filter or a column filter in the grid view, the option to save the filter is enabled. To complete the saving process, give it a name and click the icon to confirm the filter
save.

Save

To apply a saved filter, click the Custom filters and select the filter to apply.

AR Note: If the Custom filters If you don't see it in the main menu, it's because you can't apply saved filters in the current view.

When a custom filter is applied in the grid view, the system allows the modification or addition of new criteria to the existing filter. When you modify the criteria, you can save a new filter or

el update the applied filter, but you cannot change the filter name.

Eliminate Saved filters can be deleted by the user, as long as they are not applied in the grid view at that time.

Note: The application of custom filters is not global in nature and does not affect other options or views within the console. The visibility of filters is restricted only to the user who created them.

Homologation of additional fields

This functionality allows the user to homologate additional fields between models or case types, for which it must be taken into account that the fields must be of the same type and have the same identifier, they must also contradict
the following conditions according to the type of additional field.



Fields Conditions

Text They should be the same length.

Catalogues They must have the same catalog assigned.

List

Tree The value to be approved must exist in the values of the new model.

Multiple Choice

During the creation or editing of cases or tasks, in the following scenarios it will be possible to perform the homologation of additional fields:

Change of service.
Change of category.
Convert from grid.
Convert to Case Edit.
Change of model in tasks.

If the case or task changes the model by rule, the additional fields will be automatically homologated taking into account the conditions described above.

A modal will be displayed requesting confirmation to proceed with the homologation of the additional fields according to the action that is performed.
Mensaje X

Al cambiar la categoria se reiniciara el modelo del caso.
;Desea homologar los valores de los campos adicionales?

No Si

Notes: 1. In the Tree and Tree Catalogue fields, it is validated that the value to be approved is selectable in the new field. 2. In the multiple choice field, the existing values are standardized. 3. The homologation for the fields marked as
dependent will not be carried out.



