[image: image20.jpg]?}ﬁ/lathSHUBS




[image: image1.png]= My Dashboard

& All products 2 All groups

Unresolved Overdue Due today Open

2 0 0 2

Today's trends
a5 o 6th Nov 2018, 1221 PM

0 1 2 3 4 s 6 7 8 3 W oW 2w B W B W W R W D

Hours ® odzy

+ New ticket

On hold

Resolved

1

Average first response
time

Om

Resolution within SLA

100%

2 o2 o=

Yesterday

Q 8 @4
Recentactvites »
Unassigned

1

Received

Average response
time

Om







Fresh Desk – at a glance for 1st Line Support
Document Created by: Angela Wheeler

Creation Date: 06/11/2018

My Dashboard 
When you first log in to Freshdesk the Dashboard will show you how many tickets, assigned to 1st Line are Open and Unresolved. 
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Tickets
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To access the ticket screen click the icon highlighted below in RED as the main screen you will need to have open. [image: image2.png]
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How Tickets enter MHPOD

Option 1
Primarily tickets should be logged in MHPOD by the User. They can only do so if they have been able to successfully log into MHPOD in the first instance. 
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Option 2

Where users have been unable to log into MHPOD to request help via this method, they are able to email us at MHPOD@ncetm.org.uk and this will go into the shared inbox.
We need to keep a track on the number of support requests so these requests from the inbox need to go into Fresh Desk and this can be done by FORWARDING the email to ncetm_omp.support@tribalgroup.freshdesk.com 

This will then come through as an email alert as with a New Ticket but instead of being from the User, it will be from MHPOD. 

These need manually changing to show they came from the inbox in the ticket Programme Area.
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Option 3 

This should be in very rare cases as users should be directed to the above 2 options but if you take a call from someone and an issue comes up, you can open a ticket manually within Freshdesk on their behalf. 
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Process flow of a ticket into 1st Line
Whether a ticket is opened by a User in MHPOD, or forwarded from the support team from the MHPOD Shared inbox, an email will be sent to all members of 1st Line. [image: image7.png]NCETM - OMP <ncetm_omp support@tribalgroup freshdesk com> | © Angela Wheeler, © Cheny Stir; © Rosie Niazi; @ Sam Gillver +
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You can choose to follow the link to the new ticket (or response to a ticket) or access this from your open web browser via the Unresolved Ticket View. 
The ticket will initially be unassigned and will be marked as ‘New’ 
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Once in the ticket, you can view the problem/question and review the Priority, Assign the ticket to yourself, another member of 1st Line or as appropriate to 2nd Line to review. 

Note: Once assigned to 2nd or 3rd Line the ticket will not be in your Unresolved Ticket Queue for 1st Line. It will appear in their view unless they reassign it back to you.
Setting a status to a ticket
Once you start working on a ticket, you need to remember to update the status.
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Replying to tickets

Where the ticket has originated directly from the User, the ‘Reply’ button will send a reply to that user as you would expect. 
However, where the ticket has been forwarded from the MHPOD Inbox, the originator IS the MHPOD Inbox so to reply you will need to press ‘Forward’ and copy in the email address of the user from the body of the email to ensure they get the response. 
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In some cases, where the user has copied in another person on the originating email, you will need to include that person on the responses and you can enable the CC box or should you want to Blind Copy someone in the BCC box. 

[image: image11.png]A B e 2hoursago ¢
Angela Wheeler forwarded to helen.mason-smith@matrixmathshub.co.uk
e david grant@matrixmathshub.co.uk




Once you have set up the reply / forward ready to respond you can type your response free text or if we find we get a lot of the same ‘issues’ we can set up standard or ‘canned’ responses. Some have been drafted and can be tailored once dropped in.
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Assigning a ticket to another member or 2nd/3rd Line. 
If you are unable to fix the issues at 1st Line, you may need to reassign to a specific staff member or a higher support level. 

This is done within the ticket and as soon as you update this the relevant person and/or Team will get an email like the one you will have received for the initial ticket. 
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Closing a completed ticket
Once you have resolved the issue and the dialogue has come to a natural close with the customer where you should confirm the ticket is being closed, you can then close the ticket. 
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This will then require you to complete fields underneath where the Assign and Ticket Status are in order to confirm the Closure Type. 
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Once closed the Ticket will disappear from your Unresolved Tickets for 1st Line view. Should you want to access this again or reopen the ticket this will be available by filtering to ‘All Tickets’. [image: image16.png]Al tickets
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Common Issues
	Common 1st Line Issues so far
	Probable Resolution

	The welcome email has expired and they cannot set a password 
	Log in to MHPOD > System Administration > Accounts > Search for the user >  "Password reset"

	I have set up my password and cannot log in 
	Check that they are using the right web link from the welcome email. 

Correct Link: https://ncetmpod.tribalgroup.com
Incorrect Link: https://ncetmpod.tribalgroup.com/NCETMOMP
 

	I am getting an error *The email field is not a valid email address
	Log in to MHPOD > Administration > People > Search for the user > remove any spaces after their email address > Save 

THEN - Follow steps to reset password. 

 

	Token Expired message
	The email to set a password has expired.

Log in to MHPOD > System Administration > Accounts > Search for the user >  "Password reset" 

	Wrong email address or request to update email address
	Log in to MHPOD > Administration > People > Search for the user > Update email address and this may then need to have a password reset to the new address


	I have not received any emails for you to access MHPOD
	Refer them to the Bulletin dated 16th October and confirm they have followed the technical recommendations: 
Technological requirements for Access

There are no special technological requirements for accessing the MH Pod – it will work on Windows or Mac so long as you have an internet connection.  

MH Pod has been successfully tested on all popular browsers.  

A couple of reminders to ensure smooth access:

Ensure that your IT folk have whitelisted the URL ncetmpod.tribalgroup.com to ensure the site is not blocked. 

Email alerts will come from this address ncetmpod@tribalgroup.com Ensure this address is in your ‘safe’ list. 

We don’t recommend access via mobile as the display is not configured for mobile browsers.




Additional Info:

The welcome email has been sent to the email address in MHPOD for the user who will be logging the issue. It is valid for 48 hours from when they received it. 
The text was as follows:

Welcome to the NCETM - POD database.

Your account has now been successfully created.

To log in to your account, you will first need to create a confidential password by clicking here . 

Note (This is not a generic link, it is unique to the User)
Your new password must:

· Be a minimum of 10 characters 

· Include upper and lower case letters 

· Include numbers and/or special characters 

Please ensure you select a password that is memorable to you as our system will not store the password and nobody in the team will know what password you have chosen. Please ensure you do not share your password with anyone as this represents a serious security breach.

Once you have created a password, please log in to your account and complete the necessary steps to register your details with us.

This link will only remain active for 48 hours or until your account password is reset.

To access NCETM - OMP please use the following URL: https://ncetmpod.tribalgroup.com
If you experience any technical difficulties, please contact MHPOD@ncetm.org.uk.
Kind regards

NCETM - POD 
Adding Maths Hub Administrators and Leads: 

A Maths Hub Administrator who needs access to MHPOD needs to be added in 3 places. After you have checked if they have a ‘Person’ record by name/email search you need to: 

1) Add them as a Person 

MHPOD > Administration > People > Search for the user then Add them > remove any spaces after their email address > Save
Any duplication error will imply they may already be in the system with the same email address or NCETM Username. Before saving, search for them again before potentially adding a duplicate. 
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2) Add them to the correct Hub. 

  MHPOD > Administration > Hubs > Select Hub > Hub Roles > Add the person and Role ‘Hub Admin’ and Role Description if known > Save
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3) Add them to the Accounts to issue them a password to get into MHPOD

MHPOD > System Administration > Search for the Person you just set up > Add them (making sure they are ‘Hub Admin and Active) > Press Password Reset 
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Once you go into ‘Tickets’ the default view is All Unresolved Tickets relevant to your level of access (First Line) 


You can filter further with several options that include being able to filter on tickets that are assigned to you personally to form a work queue. 
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