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How to Report and follow Incidents

Two ways to do it
There is two ways to submit an incident:
The first one is for occasional users like employees and customers:

= When a user is logged, he can use the Support Services link to access Incident Web
Form.

The second one is for expert support users only:

= When a user is logged, he can use the MyriadApp Incidents application to submit
incidents.

1- Create and follow incidents from the web form

New Generation

of On-Demand Business Applications
and Development Tools

Small Services Busine#
(1-99) f

MyriadApp

Complete on-demand software to manage your:

* Help Desks
* Marketing Campaigns

* Contacts * Orders and Invoices
* Sales * Projects

MyriadApp can be adapted

to your I}fpes OF SErvices

&
-

Highly Affordable Role-Based Pricing:
Average of $20/User/Month

Oulook, Word, and Excel

Try Our On-Demand Membership Fee Calculator »

MyriadApp. -XI1-Factory
=MyriadApp

On-Demand Business Applications

MyriadApp is a new set of innovative and evolutive web-based

Medivm and Large — [Myriadapp’

Business (100+)
Myri =

N
Alow-cost complernenf o
your software investments

Click on Support Services link
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Incident web form:

‘MyriadSuite

On-Damand Business 5

Enowledge Base Submit Incident Track Incident Status

rApplies to
" nsset Zj
" project ﬂ
& Praciuct D_ﬁ [wp1-Hicerroduct =
Type | Inprovement _ﬁ
Category | _f_l
— Additional informations
Sewverity | Normal _f_l
Enviranment | _f_l
Summary
|Can you provide a new feature for...
Description
e like your product and we would like another feature for. .. _-:1

Steps to Reproduce

Solution ! Expected Results

Attachment

Support services give access to your employees and customers to:
o Your Knowledge base (FAQ, articles,...)

o Submit Incident web form
o Track Incident Status web form
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Description
Incidents can be entered from Incident Web Form by users who don’t have access to Incidents
application.

Go to Submit Incident tab.
Make sure you provide all the mandatory fields (in red).
Use the Submit button when information has been entered.

Go to Track Incident Status tab to follow your incident resolution steps.

2- Manage incidents with the Incidents application

: - MYl'iﬂ dﬁ{ip cu(m!::ts

- Y g : .
stem i s i
=m- i" stadmin@myradsuite.com &

Description

Select Support process and then Incidents application.
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Incidents Application

| Incidents

Results 1 |ncpdent(s}

Incidents Management

Hardwers Fa'kepurr.ad iz 1Iamrrnﬂ]

State Dates / Times
Respu.n5|b|e defzulc =_'.".':'.:'f_-:"."_'. 150341 = ) o -
Statuz Beported Reported E008—07-23 14:38:08
Incident # . e i ey e
Complexity * Due 2008—07-24 14:38:08
Reference # = :
severity  (@=ic: * Estimated Hours
< = Coll o T ol e
Applies To | e T | Prioriy . Estimated Date
Type ilure b Rezolution * Completed
Category Broken i =
Reported By Admin, T==z & |E| Source
Asset HE — Model; Sample Chaly
Owner Account 25C Tne G Environment
Summary
Description

Created By default.admin@myriadsuite.com On 2008-07-23 74:39:34 / Updated By defavitadmin@myriadsuite.com COn 2008-07-25 14:06:41

Sty
Quick Search Thiz week I AppliesTo & '.E:i (] |§ [} |’ — [V Status [ Current status only
™ Date ]
¥ Incident { Ref# 1 Type : 0 B
Rssigned
[ Keywords Category T Fixed |I|
In Progress ; =
I Due Status Dus [ PastDus [ Asset 7| I sub Tested ¥ Responsible default.admi
cl d
[~ Reported By & ose Find |

Description

Support experts can use Search Criteria to retrieve a list of incidents from database.

Select incident from Result List.

Use >> Assigned or J button to assign the incident to a resource.

Incident Status window is then loaded and incident can be assigned to a resource to resolve

the issue.
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MyriadApp : Incident Status “3
Incident status
Status Assigned =]
Responszible de:‘aulc.ad.lrin@)r.j{ziadsui:e. itl

™ Motify the person who reported the incident?
Addttional Informations (wil be included in the notification email

Flease fix =s socon =s possible. =]

MNotify
default.admin@myriadsuite.com (ARdmin, User)

Use the Save button when information has been entered.
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How to Manage Incidents Configurations

| Go to Incidents Configurations application

Contacts

=Myriadip O, H E S K

5 . : [} i" default.admin@myradsuite.com @

Description

Select Support process and then Incidents Configurations application.

Create an Incident Configuration

|3.:' Incidents Configurations

Find Incident Configurations By

[~ Project

[T Product G

= Egquipment il

[T Iz Template Fittd

Incident Configuration List - 3 configurationz(s)...
B e . e

Owner Account 2BC Inc. lE‘ XSI._ Status Change Email KSI._ E=calation Rule=s Email

Applies to Subject =l Subject d
" Equipment il
 Project !@ 5] ;l r
#  Product LT—_] ¥C-YourCatalog, ¥YCY-YousdGl e Ll rext ,:J
" Template IE='

| =

Description

An incident Configuration needs to be created for equipments, projects or products supported
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by your Help Desk.

= Incident configuration can be quickly defined for one product catalog with its entire sub
categories and sub products.

Use the New button to define and add a new Incident Configuration.
Make sure you provide all the mandatory fields (in red).

Use the Save button when information has been entered.

Create Statuses for Incident Configuration

_,-" Incidents Configurations

Find Incident Configurations By

I~ Project

I~ Product 5
™ Equipment =
™ 1= Template

Find |

hs ai g'nec'i

Tested

1

z

é In Progress
4

=1 Fixed

Sequence § Nothy =
Status Clnsedl R ]
Responsible & None i]
£ Lo e o
(o i

;] Ha=
| Notify the person who reported the incident?

[~ Wandatory status in the workflow :j

_ Cancel |

Description

Statuses tab lets you define the workflow for incidents reported for your equipments, projects
or products.
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If an incident configuration template exists, the statuses list is automatically filled with workflow
from template.

Use the New button to define and add a new Status in the workflow.
You may specify a default responsible for each status of the workflow.
Make sure you provide all the mandatory fields (in red).

Use the Save button when information has been entered.

Use the Delete button to remove a Status from workflow.

Use the Modify button to edit a Status in the Workflow.
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Create Escalation Rules

1 _,." Incidents Configurations

Incidents Management

Find Incident Configurations By

I~ Project

I Product

™ Equipment =
™ 1= Template

Incident Configuration List- 1 configurations(s)...
et Aot e Tols
: YourProduct

Find |

Crested By default admin@myriadsuite com On 2008-11-14 08:06:33 / Updated By defautt admin@myriadsuite com On 2008-11-14 09:72:G7

Type Status ,:
y Email notification [V
Activated? [V it Status is Reported E since b Hours E
Popup I
7
Fiters Contact the following groups/persons
Reported By [G  (ncidents responsible will be notified automatically) Hely I
5 System Administrator g
Responzible @l iJ Iodiy |
Incident Type E] .
Incident Severity m
Inridant Drinrine 'h

Description

Use the New button to define and add a new Escalation Rule.

An escalation rule is violated on a specific status that remains unchanged or a specific status

that isn’t reached within a given time period.

Escalation violation may result in an email notification and/or a popup in MyriadApp for the list

of contacts defined.

Make sure you provide all the mandatory fields (in red).

Filters can be added to escalation rule so that escalation rule applies only to a subset of

incidents reported for the equipment, project or product.

Use the Save button when information has been entered.
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