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Learn about all the different tools and components in your new helpdesk
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The Deskpro Agent interface has five main sections. Depending on 
the helpdesk component you’re using, they might look slightly 
different, but the basic functionality is the same.

Navigating the Agent Interface

Deskpro is a helpdesk platform designed to help you deliver great 
support and communicate with your users with ease.


When users contact your organization through any of your connected 
channels, a ticket iscreated. All information and communication about 
the enquiry will then be captured in that ticket until it is resolved.


Deskpro includes other components, such as Live Chat, Community, 
CRM, Tasks and Help Center.

Welcome to Deskpro


 User & Organization Profile

Global Apps


Search, Notifications, Agent IM, Bookmarks, 

Feedback, Scratchpad, and Latest Updates

 View Panel

1. Navigation Bar

2. Navigation Bar

Workspaces

Agent Settings
Voice and Chat Apps
Manage your status for Chat and Voice

4. Content Panel
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Agent Settings
From your Agent Settings, you can update your profile and set your account 
preferences, such as:

Global Search
The global search functionality helps you to 
quickly locate specific content in the helpdesk.



The search results are clearly organized and 
separated by the type of helpdesk content; 
such as tickets, CRM, tasks, Knowledgebase 
articles.

Your profile image

Language

Signature 

Security settings, such as resetting 

your password 

Notifications

Setting a signature will save 

you time when replying to 

tickets by automatically 

appending your signature 

whenever you send a reply.

Top tip!
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Agent IM
Chat with other agents, teams and departments in 
your helpdesk.



Agent IM lets you have 1-on-1 conversations with 
other agents, group conversations across different 
teams and departments, and broadcast mass 
messages across the entire helpdesk with ease.

Agent IM is a great way to 

communicate with other 

agents and reduces the need 

for reliance on professional 

third party messaging apps.

Top tip!

You can also initiate an Agent IM 
through the @mention feature. Tag 
another Agent in an agent note; then 
they will be notified in the IM app. 

Notifications
Your notifications display in the application 
panel, with a number indicating how many 
notifications you have.

You can also change your 

notification settings from 

your agent profile.

Top tip!

mailto:support@deskpro.com
https://www.deskpro.com


+44 (0)20 3582 1980 support@deskpro.com www.deskpro.com

4

Tickets
You will probably spend most of your time in the helpdesk in 
the Ticket interface resolving user queries. In this interface 
you’ll use the Navigation and View panels to find and group 
the tickets that require your attention.

The Navigation Bar lets you move between the 

Deskpro Components; Tickets, CRM, Help Center, 

Tasks, and Reporting. 



The Navigation Panel lets you filter items based 

on specific criteria.

1. & 2. Navigation Bar & Panel

Agent Components

Here is a summary of the different Ticketing Features:

Queues

View the tickets that matter to you, by easily 

navigating through the queues.

Locate specific tickets by searching against 

ticket content with keywords. 

Searches

Generate highly specific lists of tickets that 

match unique criteria.

Lists

Problems

Group incoming tickets based on specific 

ongoing incidents.

Categorize your own tickets in the agent 

interface by applying stars.

My Stars

Global labels can be used to categorize 

tickets across the helpdesk.

Labels
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3. View Panel
The ticket View Panel gives two viewing options for tickets;

Card View
Card View lets you look at a queue of tickets whilst keeping the content panel open, 

allowing you to work on tickets or publish content at the same time.

Status & Urgency

Refresh ButtonManage and filter the tickets 
being displayed.

Order, Group and Edit View

Open the actions bar to order 
and manage tickets.

 Open Options

The department that the ticket is 
submitted to.

Assigned Department

The agent that owns the ticket.

Assigned Agent

Apply actions to multiple 
tickets at once.

Mass Actions

The user who submitted 
the ticket.

User
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Table View

Table View gives you a full-screen view of tickets. With options to sort, group and view 

additional ticket details with more space for information.

The user who submitted 
the ticket.

User

Assigned Agent

Apply actions to multiple tickets 
at once.

Mass Actions

View the urgency rating of 
the ticket.

Status & Urgency

Manage and filter the tickets 
being displayed.

Order, Group and Edit View
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Kanban View
Kanban View displays tickets in a dynamic board view that lets you drag and drop tickets 

through your workflows. With the same powerful view, sorting, grouping controls as the 

other helpdesk views.

The user who submitted the ticket.

User
Assigned Agent

Apply actions to multiple tickets 
at once.

Mass Actions

Manage how tickets are being 
displayed and their size on the board.

Edit, Group, Order, and Resize View

View the urgency rating of the ticket.

Status & Urgency

Your viewing preferences will 

be remembered so when you  

open the helpdesk you will see 

the last view you had open.

Top tip!
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4. Content Panel - The Ticket
The content panel houses the ticket - from the ticket, you will be able to apply 
actions such as replying, changing the status, etc. There are some key ticket 
components which are outlined below:

Reply Box

Quick creation button for 
tickets, users or content.

New Button

Switch between your open 
content windows.

Tabs
Key ticket information including 
subject, labels, or apply actions.

Ticket Header

The complete ticket thread including all 
messages and agent notes.

Ticket Body

Key assignment information, ticket fields and 
any active ticket actions e.g. Follow Ups, SLAs.

Ticket Properties Pane

Tools to aid replies, e.g. Snippets, 
Macros, translation, attachments.

Productivity Tools
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Live Chat
If your organization is supporting users over Live Chat. You will have options to 
manage your chat status and settings.

You can set if you are online or offline from within the chat icon in the bottom 
of your interface:

Status

Chat status toggle

Notifications

When an incoming chat is started, you 
will be notified by a popup in the right 
hand corner of the screen, like so: 

Chat

Mycroft Holmes

Waiting 42 sec

Support Queue

Accept 17 sec Decline

There are 3 status options for Chat, which 
are indicated by a green, amber or red dot 
on the icon. 



From the Chat app you can also check who 
else is online and adjust your notification 
volume if needed.

You are online

You are offline, but other agents are online

All agents are offline
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Chat Tickets

Once you accept a chat with a user, a ticket will be opened and the chat will 
exist within the ticket. Some key chat actions and properties you have are 
highlighted below.

Ticket Live Status

End the ChatAdd an Agent

Chat Reply Box

Tranfer the chat to reassign it 
to another agent.

Transfer to an Agent

If a user abuses or spams the chat 
you can block them.

Block User

Assignment information, chat 
properties and fields, department.

Chat Ticket Properties

Voice
If your helpdesk has voice activated you 
will be able to support users over the 
phone. You are able to manage your voice 
status and settings from the Voice app.

Status

You can set your status, see which other 
agents are online, and set your notification 
volume from the Voice app.

There are 3 status options for Voice:

You are online

You are offline, but other agents are online

All agents are offline
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Call

Ms. Duffy Scott

duffy.s@example.com

Waiting 42s

+44 2342 098472

Accept 17s Decline

Support Queue

Alice Watkins

Notifications

When an incoming call is started you will see a notification 

pop up which tells you some information about the caller.

Voice Ticket

Once you start a call with a user, a ticket will be created. Here are some of the key call 

properties:

Call DurationAdd notes to the call ticket whilst the call is 
ongoing.

Add Notes

Record calls and the recordings 
will be stored in the ticket.

Call Recording

Easily add other agents or transfer 
your call to somebody ealse.

Call Actions
When you hang up the 
call is logged as a ticket.

End Call
Call Functions
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User Profile
When you’re looking at a ticket, the User profile will be visible to the right hand side of the ticket.


 


User records contain important information about the user, from the profile you can edit user 

information, create tickets on their behalf, and manage settings.

5. User & Org Profiles

User Name and Avatar

Access other user actions such 
as adding notes or billing.

User Actions

Easily view any open or 
resolved tickets associated 
with the user.

Tickets

Link the company a user is a 
part of and their role there.

Linked Organizations

Store a user’s email addresses 
and phone numbers.

Contact Information

Summary

Add labels which display on 
the user’s tickets.

Labels

Details your helpdesk stores 
about the user, including any 
custom fields set up by your 
admins.

Properties
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Organization Profile
If a User is associated with an Organization, you can view the organization’s profile by 

clicking on its name in the User’s details, this will let you view the organization profile on 

the right hand side of the ticket. 

Organization Name

Access other actions such as 
adding notes or billing.

Organization Actions

Details your helpdesk stores about 
the organization, including any 
custom fields set up by Admins.

Properties

User accounts registered with 
associated domains will be 
automatically linked to the 
organization.

Associated Domains

Tickets User’s associated with the 
organization have created.

Tickets

Stored email, phone number 
and address for an organization.

Contact Information

Add labels which display on the 
organization’s tickets.

Labels
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Productivity Tools
You can use a number of automations to increase your 
productivity; apply a number of complex ticket actions with 
just a few clicks.

Apply the same set of pre-defined actions 

to up to 50 tickets simlutaneously.

Mass Actions

Compile multiple actions for repetitive 

processes into a single macro action to 

boost workflow efficiency.

Macros

Insert dynamic canned responses from 

you and your team’s custom Snippet 

library.

Snippets
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CRM
Deskpro comes with a comprehensive CRM system. From the CRM app you can 
view, manage and edit user and organization records that are stored within 
your helpdesk.

From the Help Center app you can manage the different 
types of content that is published on your Help Center, 
for both user-facing or internal use:

Help Center

For users you can store information such as:

Name, contact information and the organization they are 

associated with

Tickets they have submitted

Properties, notes and files

The usergroup they belong to

For organizations you can store:

All tickets submitted from the organization’s members

Associated email domain - to automatically assign new 
users to their organization

Registered members

Properties

Knowledgebase Articles - Articles that address common  user 

issues and FAQs.

News Posts - Time-sensitive announcements and updates.

Files - Hosted downloadable content for your users, such as 

brochures and manuals.

Guides - A library of instructional and structured user manuals 

for your products and services.

Community - Users can submit comments, suggestions, and 

ideas and interact with one another.
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Tasks
Create, assign and track agent tasks from the 
Tasks app.



You can create standalone tasks from the app, or 
create tasks linked to specific tickets which can be 
assigned to you or another agent.

Want to learn more about Deskpro?




If you have any questions about using Deskpro, please visit our Help Center at 

, where you can find a complete Agent guide and an extensive 

library of articles and videos. 



And if you run into any problems you can also contact our Support Team directly at 

.

support.deskpro.com

support@deskpro.com

Next steps

View and create reports based on 
your helpdesk data. All of your 
organization’s metrics can be 
viewed on custom dashboards.


Reports

You will only be able to 

access the reports app if an 

admin has granted you 

reports access.

Note:
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