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Introduction

The purpose of this document is to guide administrative level DisasterLAN (DLAN) users through the
process of enabling and configuring the Ticket Wizard for users and roles in their organizations. The
Ticket Wizard guides users through properly making a request, offer, or report in the system. The Wizard
provides step-by-step assistance for properly capturing contact information, answering resource-specific
guestions relevant to the type of request, inputting important date requirements, and providing any
other data required to complete the request.

This document will be broken up into five main sections: Configuring Users to Use the Wizard,
Configuring Roles to Use the Wizard, Configuring Ticket Wizard Steps, Configuring Ticket Wizard Custom
Labels, and Using the Wizard. The first four sections teach DLAN administrators how to enable and
configure the Wizard, while the last section gives a step-by-step look at the user experience when
entering a Ticket via the Wizard.

For a complete training on the Ticket Wizard, please contact a BCG representative at 716-822-8668 or
info@bcgeng.com.



Section 1: Configuring Users to Use the Wizard

1. From the main menu click Admin - Site Security.
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Figure 1: Navigate to Site Security in the Admin Menu

2. Choose the user you wish to turn on the Ticket Wizard for and click the Edit button associated
with that user.

Admin: Site Security

Users Groups % Roles '\ Modules ' Reports & Menu %\ AdminMenu 4 Page/tems '\ Web Services \

@ Add [# Edit ) Delete o Deactivate °z Reset Password [ Export + Users: | All Activated Users ¥ | Groups: | All Groups ~ | Roles: | All Roles M|
Username x Proper Name Email Last Logged On Action

TTheg_abroome bioame, zaron TITE20T3 1429 Eqit Clone

[C] beg_abroome Broome, Aaron 0512012013 10:24 Edit Clone

[ beg_atertdemo Masterson, Tim tmasterson@begeng.com 03/01/2016 16:22 Edit Clone

[T beg_bearrier Carier, Brian 04106/2016 09:48 fone
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7] beg_bhead Head, Brian 0510412015 15:54 Edit _Clone

Figure 2: Edit a User

3. Under the Account Settings section, look for the setting titled User Must Use Wizard to Create
Tickets.

—Account Setting:
Accountis Active.

Landing Page: | - No Defauft Landing Page — = |

User Must Use Wizard to
Create Tickets: | - Use Role Setting - M|

[7] useraccount will expire.

User's password never expires.

Account will expire on:

[Z user must change password on next logon.
Password expires every: _ Days
[7] usermust always accept user agreement.
a User cannot change password.
Useris Shown Ticket Summary on Save

User Receives Automatic Messages
Auto-Save Tickets 9

[] User must change jurisdiction on every login.

Figure 3: User Account Settings

4. Click the dropdown menu to view the options for this setting.

Landing Page: | -- Mo Default Landing Page-- 7|
User Must Use Wizard t -
Create Tickets|| Bl SEElE S T
Account will expire onll| = Use Role Setting --
_ Yes
Password expires every
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[] user cannot change "
User Receives Automatic Messages

Figure 4: User Ticket Wizard Configuration Dropdown Menu

5. Set the Wizard preference for the user by selecting one of the options from the dropdown
menu.
e Select Use Role Setting to default the user to their role setting.
e Select Yes to force the user to use the Wizard when creating Tickets.
e Select No to disable the Wizard for the user.
6. Once you are finished editing the user, click Save at the top of the window to save the changes.



Section 2: Configuring Roles to Use the Wizard

1. From the main menu click Admin - Site Security.
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Figure 5: Navigate to Site Security from the Admin Menu

2. Click on the Roles tab.
3. Select a Role to configure Wizard settings for and click Edit.

Admin: Site Security

| Users Groups ] Roles \ Modules \ Reports

€ Add [7 Edit @) Delete [} Export ~

‘ Role Name

[] 2K Emergency Management
] 3-1-1

Figure 6: Select a Role from the Roles Tab

4. Under Role Information, look for the setting titled Users Must Use Wizard to Create Tickets.
5. Click the dropdown to view the options for this setting.
Bl save @ Delete @Cancel

Role Information

Role: [911 Dispatch

Description: | 911 Dispatch

Landing Page: |-- No Default Landing Page -— |
Role Receives Automatic Messages: @YesTNo
Users Must Use Wizard to Create

-- Use System Setting -- -
Tickets: i 2

~ Use System Sctting —

Last Modified: | Y=
Modified By: [N

Figure 7: Role Ticket Wizard Configuration Dropdown Menu

6. Setthe Ticket Wizard preference for the role by selecting one of the options from the dropdown
menu.
e Select Use System Setting to default the role preference to the system wide setting.
e Select Yes to force all users under this role to use the Wizard when creating Tickets.
e Select No to disable the Wizard for users under this role.
7. Once you are finished editing the role, click the Save button at the top of the window to save
the changes.



Section 3: Configuring Ticket Wizard Steps

1. From the main menu click Admin - Ticket Manager.
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Figure 8: Navigate to Ticket Manager from the Admin Menu

2. Select Ticket Wizard Steps from the menu on the left.

System Administration: Ticket Manager

Ticket Contact Types

Ticket Form Manager

Ticket Kind Categories

Ticket Kinds

Ticket Priorities

Ticket Statuses

Ticket Tabs

Ticket Time Manager

Ticket Routing Categories

Ticket Wizard Custom Labels
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Watch Command Automated Exports

Watch Command Daily Log Settings
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Figure 9: Navigate to Ticket Wizard Steps in System Administration

3. Administrators can customize their Ticket Wizard with terminology specific to their organization.
This can be done by using the text fields to edit the headers for each Step of the Wizard.
4. Administrators can click the Reorder button to change the order of steps in the Ticket Wizard.

e Note: “Type Selection” and “Kind Selection” cannot be reordered and will always appear
as Steps 1 and 2 of the Wizard.)

Type Selection: | What would you like to do?

Kind Selection: | Categorize this ticket

Details: | Import details we need for ths ticket

Contacts: | Contact info we need for this ticket

Dates: | Are there any import timings we need to know?

Incidents: | What incident(s) does this ticket impact?

Attachments: | Add Files to this ticket

Route To: | Who should this ticket be sent to?

L0g: | s there any additions! info we need to know?

summary: | Summary

Figure 10: Configure Ticket Wizard Steps

5. Once you are finished administering the Ticket Wizard steps, click the Save button to save the
changes.



Section 4: Configuring Ticket Wizard Custom Labels

1. From the main menu click Admin = Ticket Manager.

Incidents Modules.

Figure 11: Navigate to Ticket Manager from the Admin Menu

2. Using the admin menu on the left hand side of the page, select the Ticket Wizard Custom
Labels.

Ticket Contact Types
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Ticket Priorities

Ticket Statuses
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Ticket Wizard Custom Labels
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Figure 12: Navigate to System Administration Custom Labels in System Administration

3. Setthe language to be used in the Ticket Wizard by using the Language dropdown menu at the
top of the page. Available options are English, French, French Canadian, Spanish and German.

4, Use the text fields under the General section to customize the label for the Wizard header.

5. Use the text fields under the Request, Offer or Reports sections to customize the labels used on

Step 2 of the Wizard. Administrators can customize the labels for the Resources, Subject
(Summary), Priority and Status labels.
6. Once finished administering the Ticket Wizard Labels, click Save to save the changes.

I%@Ennm\ !
| - |

General

* Blank Vizard Header; [New Ticket jcurrentStephlumber) of BataiSieps]

* Wizard Hoadar: |New vps) of fonct I totalsteps)

Request

Labst: request?
Summary Labet: |Please summarcze ihis requestin ane sentence.
* Priotity Labet: |Whatis b priarty of s request?

- Stots Labat |What s e cumant status of s requast?

Labet; omer?
Summar Label: |Please summarze this ofterin one sentence

* Priotity Labet: |What is B priardy of his offer?

* stotus Labot: [what s me cumant status of s oar?

Figure 13: Configure Ticket Wizard Labels



Section 5: Using the Wizard

1.

From the Main Menu, navigate to the Ticket Manager module.
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Figure 14: Navigate to Ticket Manager from the Main Menu

To add a new Ticket using the Wizard, click the Add button.

Tickets Routed to Me - This Incident (0} =

[# Edit Remove Forward @ Print ~ ) Map | Stats [ Export ~ C¥Refresh Q Adv Search ) Info
(><] D Priority Status Type Kind Subject
- Medium .
(> 2938 iy Request 4X4 Vehicle 4x4 Vehicle Needed

Figure 15: Add a new Ticket in Ticket Manager

A new Ticket will open in Wizard mode.
The Wizard will present the user with a sequence of Steps, each asking the user pertinent
information to create a complete Ticket.

Step 1 - The Wizard asks the user to select the Type of Ticket. A user can either request
something, offer something or report on something. For this example, we will request
an item. Once finished, click Next near the top right of the Wizard to proceed to the
next Step.

[New Ticket: 1 of 8
@ cancel @ telp & Secure OF Full Ticker

‘What would you like to do? Next )

| would ike fo request something |

| would ike fo offer something |

Please chause ane of the folowing options.

T e— ]

Figure 16: Ticket Wizard Step 1 — Select the Ticket Type

Step 2 - The Wizard asks the user to choose which Kind of resource they are requesting
by selecting a resource from the provided list. The user then enters a Subject for the
Ticket by describing the request in one sentence. Then, the user must set the Current
Status and Priority of the request by selecting options from their respective dropdown
menus.

New Ticket: 20f 8
%) Cancel @ Help @ Secure OF Ful Ticket

- st kind o resources woukd yoa like o request?

Figure 17: Ticket Wizard Step 2 — Categorize the Ticket



e Step 3 - The Wizard asks the user to add any contacts associated with the Ticket. This is
analogous to the Contacts tab in the traditional or full Ticket mode.

Cancel @ Help Q Find Match @ Secure O Full Ticket 2
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Figure 18: Ticket Wizard Step 3 — Add Ticket Contacts

e Step 4 - The Wizard asks the user to set any pertinent date and time information related
to the Ticket. This is analogous to the Dates section under the Details / Forms tab in full
Ticket mode.

(&) Cancel @ Help QU Find Match @ Secure O Full Ticket #

Due Date:

®O

Est. Completion Time: i JC]
Completed Time: o

Actual Time: o

Wission Critical Time: =-0o
Finance Reimbursement Dats: mo

Figure 19: Ticket Wizard Step 4 — Add Dates and Times to Ticket

e Step 5 - The Wizard asks the user to assign this Ticket to an Incident by selecting an
Incident from the provided list. This is analogous to the Incidents section under the
Details / Forms tab in full Ticket mode.

|®c.m| @ Help QL Find Match @ Secure O Full Ticket # |

Search I Show Selcied Only

I ABaniic Patash Corp
I~ Bay of Fundy Oil Spill

Figure 20: Ticket Wizard Step 5 — Assign the Ticket to an Incident

e Step 6 - The Wizard asks the user to upload and attach any files that should be
associated with the Ticket. This is analogous to the Attachments tab in full Ticket mode.

|®c-nn| @ telp Q Find Match @ Secure B2 Full Ticket # |

Figure 21: Ticket Wizard Step 6 — Attach Files to this Ticket




e Step 7 - The Wizard asks the user to choose who this Ticket will be routed to. This is
analogous to the Route To tab in full Ticket mode.

New Request for 4x4 Vehicle: 7 of 8
() Cancel @ Help Q Find Match @ Secure O Full Ticker #
4 Previous Who should this ticket be sent to? Next ¥

Figure 22: Ticket Wizard Step 7 — Route Ticket to Roles

e Step 8 - The Wizard asks users to add any additional information that may be pertinent
to the Ticket. This is analogous to the Logs tab in full Ticket mode.
o Note: The Next button becomes a Save button in this step. Click Save to finish
the process and add the Ticket to the system.

New Request for dxd Vehicle: 8 of 8

) cancel @ Help L Find Match @ Secure O3 Full Tickst 2
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Figure 23: Ticket Wizard Step 8 — Add Additional Information to Ticket

Conclusion

The Ticket Wizard provides a powerful way of making new users quickly proficient in the system. To
assist the occasional or new user with the Ticket creation process, the Ticket Wizard presents users with
a series of questions that guide them to provide the necessary information more naturally. This
document illustrates how administrators can enable the Wizard for specific users or roles, and configure
the Wizard to best suit their organization. By allowing the system to guide users through the process of
creating a Ticket, organizations can spend less time training users and more time effectively managing
incidents and events.



