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Deskpro Agent Quickstart Guide

What is Deskpro?

Deskpro is a helpdesk platform that’'s designed to help you deliver great support or communicate
with your users with ease.

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

Deskpro includes other apps which may be enabled on your helpdesk, such as live chat,
community, CRM, tasks and publish. We'll introduce you to each area below.

Navigating the Agent Interface

The Deskpro Agent interface has six main sections. Depending on the helpdesk component
you're using they might look slightly different, but the basic functionality is the same.
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You will probably be spending most of your time resolving user queries in the Tickets interface.
Use the filter and list panes to find and group tickets that require your attention.

Filter Pane

The Filter pane lets you filter ticket items based on specific criteria:

Q SEARCH <

Search

Advanced search AGENT

function to find

specific tickets » My Tickets o
Awaiting Agent — | * Tiekets | Follow ©
Tickets that need

attention from agents, » Unassigned Tickets

grouped by assignment

Filters
Set up your awn

custom filters to keep

All Tickets

FILTERS

VIP tickets (1]

track of certain tickets

Problems & Incidents

Tickets grouped by
specific underlying

causes

SLAs

Tickets grouped by

SLA status

Status & Labels
Tickets grouped by status,
labels and flags, click on
tabs for different view

List Pane

PROBLEMS & INCIDENTS

Order issues o

SLAs &

Resalved

. 2 ]
Awaiting User ]
o

The List Pane shows tickets matching your filter selection. The list shows some key information
about each ticket, such as the subject and user. Click on a ticket to open it in the content pane.

Order List
Choose how you want
to order your tickets

- B 7 TICKETS
Mass Actions s

Group List

See tickets in the selected filter
grouped by agent, team,
department etc

Display Options
Customize what ticket details
are displayed in the list view

To take the same actions

Occered by | | Date of Last User Reply » | grouped by _Dggqnfn_‘wg_q_l_f_ — %

Condensed View

on multiple tickets at

lu 0 saloctod
once, use the checkboxes

‘_\u/l Toggle between table

to select and apply mass

IT Suppart 4) (Oporaions 1) (Cuslomer Support 1) (HR_1

(condensed) and list view

actions (e.g. send amass M ¢ I'm unable to log in
reply or change agent

assignment)

#71 How long,

¥ | John Bush <user14@test

SLA Status

Tickets that have failed
an SLA will be marked
red. Tickets close to
failing will be marked
amber.

| Hannah Scott <hannah scott @ deskpro.com>
Dapartment: IT Support | Agenl: § § Grace Howlelt || Date Crealed: 6 days ago

Departmant: [T Support | Ageht: F § Grace Howlett | | Date Created: 7 weeks ago

[ |#46 Is this room available?
F1 John Bush <user14@test cim:

Dapartment: Oparations | | Agent: \j Grace Howlett | Date Created: 2 months ago

Ticket Status &
Urgency

See the status & urgency
set for each ticket. The
urgency rating ranges
from 1 (low) to 10 (high)
and will affect the color
displayed here

(Awaiing Agent | 3]

y_account?

Awailing Agent 1 |

Selected Ticket

Any ticket that you have
open in the content pane
is shown in blue



Content Pane

Anatomy of a ticket

1. Switch between your active tabs and
quickly create a ticket with + ADD.

. View ticket ID, subject, user and email.
Click on the user’'s name for CRM profile.

. View and change ticket department,
status, urgency score and flag status.

. View and change ticket properties,
assigned agent/team and followers, tasks,
follow ups & SLAs.

. Lock, merge or assign macro actions to
tickets, plus link other tickets & feedback.

Ticket statuses

Awaiting Agent - requires action by
Agent.

Awaiting User - requires action by User.
Resolved - ticket issue has been
resolved.

Pending - tickets waiting for an action.

Replying to a ticket
1. Reply to user, add an internal note for your
colleagues, or forward the ticket.

. Craft a response in the fully featured text
editor. Utilize Snippets (pre-written replies)
and attachments. Use internal notes to
@mention colleagues & get their attention.

. Set ticket status and assigned agent as you
reply.

MESSAGES FULL LOG | DATES & TIMES

] [#3] Sarah Evans <sarah@ravenpaper.com>
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=1 B!
1 ‘E - [1- PRl & Blue A4 out of
2  i>:2 Blue A4 out of stock?
. Jessica Davies (jessica.davies@superstore.com)
&= Super Store Ltd (Purchaser) = £ Add cc
3 Sales ~ | Awaiting Agent | ~ @ v | =~
4 | PROPERTIES = TASKS (0) = FOLLOWUPS (0) | SLAS ®
f
Agent - Unassign Followers - Add Me
A sarah Evans v | |4 Hamza bin Mazar % | #)Add a follower
‘ Labels: | % VIP|
‘ Problem: None
‘ Product:  Paper
5 Block [MMerge ~ = Macros ¥ [ Remove ¥ (£ Actions

Assigned agents

e Tickets can be assigned to an agent or a team of
agents.

e Agents can follow tickets to be notified of changes
without being assigned.

e Tickets can be easily re-assigned between teams and
agents at any time.

1 ‘REPLY NOTE | FORWARD
!

‘ & Attach

2

| Snippets B I U 1

I

Sarah Evans
Head of Sales

Raven @a’er Ine.

[} Agent: fllMe ~
[#] Close Tab v

~ Send Reply as Awaiting User | «

¥/ Email User v

View ticket messages

A full message history is available under the reply interface.

@Hamza bin Mazar Make sure to ship today.

[#2] Sarah Evans <sarah@ravenpaper.com>

Hi Assunta,

1 will locate your order immediately and have it shipped.
Best,

Sarah Evans

Head of Sales

[#1) A ta Kilback <assunta kilbac com>

I ordered pens two weeks ago. Order number: 9463.
/Assunta Kilback

Agent replies, user replies and internal notes are clearly
differentiated.
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The Chat channel enables you to talk with users in real-time. Users can initiate a live chat from

your helpdesk portal, or your website.

From the Chat interface, you can view currently active chats, missed chats and view the content

of past chat sessions.

You can also manage your availability for chat from you profile menu in the top right corner of
the header. The chat icon shows how many agents are available to chat at a glance:

[z

On

You're available

NEW CHAT

Chat started by  John Bush <user14@test.com>

Department  Support
User Waiting 3 seconds
Open Tickets  Current Mac broken

How long does it take for the refund to come in my account?

Is this room available?

Update of Stained top

ODISMISS v TAKE CHAT

Chat Interface

Off

You're not available, but other agents are

[=

Off

No agents are available

If you're online for chat and a user initiates a
new chat, you will see a ‘New Chat’ pop-up
window and hear a ringing audio notification.

If the user is known to you and has previously
submitted tickets, you will see their name and
a summary of their recently submitted tickets
in this window.

You can manually accept or decline the chat.

Once you have accepted a chat, you will be able to respond using a variety of tools to help you.

Chat Fields

View the information filled out in the
chat form by the end-user for more
context

FIELDS A BLOCK USER

Chat started

User is viewing: dundermifflin deskpro com/

URL Context
See which page of
your site the user
is viewing

Delivery Status

See when a message
has been delivered &
read by the end-user

Jim Halpert joined the chat

Chat assigned to Jim Halpert

Simple Chat
Interface — 1 - ————5

Intuitive chat @

interface for
easy responses

@ Is there anything else | can help you with today?

& Attach ¢ Snippets B I
Snippets

Use chat specific
canned responses
for faster replies

and attachments

Hil Thanks for getting in touch. Our rates are $0.05 a sheet for our recycled range, and $0.10 a
sheet for our pure white paper. You can also find a full list of prices in our knowledgebase

U |1 A

Rich Text Editor /

Send more personalized
messages with editing

I Hi there, | was wondering what your rates are? | o
s

1 | |
( Great Thonkel o Message Preview
f See what a user is
typing before they
send, so you can
prepare your response
faster

| Typing: Actually yes... | have another question
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Chat-to-Ticket

If an issue can't be
solved on live chat you
can create a linked
ticket
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Deskpro comes with a comprehensive CRM system, where you can view, manage and edit User
Records within your helpdesk.

User records can contain important information about the user, such as:
e Name, contact information and the organization they are associated with
e Tickets or chats submitted by the user
e Properties (including any custom fields setup by your admins), notes and files
e Usergroup and brand access

From the user record you can edit user information, create tickets, and manage user settings:

Labels User Actions
Categorize your users by Reset password or
delete/disable user

';_ Deskpro

adding labels

= | #5  Cameron ¥olkman &
a1 - -

i * VIP |

Create Ticket Merge » Login As User More

Contact Information
Store a user's email
address and phone
number

f
| SUMMARY CONTACT INF

cameron.volkifian@walterple.com
2 +1 201-555-5555

User Summary
[ Download vCard

Add important details
about each user, visible

to agents at a glance |7"R°"ER“ES G |LORGAATCH L//—*\ Organization
Walter PLC Associate a user

| Timezone UTC (GMT +0) 4 :
| 1 member
| Local Time Man, 9th Jul 2018 10:24am ;vém;aipemﬁc
USERGROUPS o ¥
| TickETS @ Sor Tickats By w || -
f Registered
| () Issue with the RTD printer Awaiting Agent 1 & | |VIP customers
Ticket History FFites § anoFiLe | BRANDS o
Access previous tickets | Default
and chats you have ‘ Mo filos Usergroups
had with a user View and manage
| NOTES () CHANGE LOG | ACTIVITY STREAM DETAIL =
| each user’s
| NEW NoTE | permissions and

access by setting
their usergroups

Organizations

Track which company the user works for. You can open an organization’s CRM profile to view all
tickets submitted from that organization and access more functions. For example, you can add
the organization’s email domain to automatically assign users to the matching organization.

Usergroups

Usergroups can affect how a user can interact with different parts of your helpdesk (such as
tickets, chat and portal content). Your helpdesk admin decides on the settings but you can
change a user’s usergroup access here by clicking on the cog icon.

Brands
If your admins have set up a multi-brand helpdesk, you can control which brands each user has
access to.
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Users can submit comments, ideas or suggestions about your products and services through the

user portal. Agents can view and manage everyt

User portal

Community

These community topics have been submitted by customers like you; we encourage you to discuss
agree with, and to submit your own community topic if the idea is not already listed.

I have a: Select...

All items Open items~

m Suggestion m Compliment m Feature Request
“ O

Closed items

suGGEsTION | think support hours should be extended

IAGREE It would be great if you could provide some support before 10am!
By Hannah Scott on Oct 4 2019
W& ©  suceEsTioN  More metrics available as standard

I AGREE More variables available would make this software easier to use!

By Hannah Scott on Aug 30 2019 ® 1 Comment

Users can submit new topics, subscribe to
topics they are interested in, as well as vote &
comment on other topics.

Managing individual topics

Edit Topic Title
Click on the cog to
edit the topic title

+ ADD

hing in Community.

Agent interface

Q SEARCH < ) 6 SUBMISSIONS

PENDING Ordered by | Date Created =
Suggestion 6

O 0 sslected

o

Community Topics to review

o

Comments to Review

1 1 think support hours should be extended

1 Management = Date Created: Oct 4 2019 | | Channel: Suggestion

STATUS ‘cHANNEL| LABELs |[J ‘2 More metrics available as standard

Date Created: Aug 30 2019 | Channel: Suggestion

Under Review [J ‘0 Next day_delivery option
In Discussion o Date Created: Aug 20 2019 | Channel: Suggestion
Closed [J ‘2 Electronic Payslips
Implemented ° Date Created: Aug 7 2019 | | Channel: Suggestion
Future Consideration 1 .
o [J "1 Stop wasting paper
Hidden
Date Created: Aug 7 2019 | | Channel: Suggestion
Deleted
1 More Delivery Options
Spam QR @ Mae Dellvery Options

Date Created: Jul 31 2019 | | Channel: Suggestion

Use Community to review and manage user

topic submissions. Sort topics by status, type,
and labels.

#3  More metrics available as standard

Add a label

Change Topic Status
The topic status helps J Under Review
you track how your

company is going to deal

v

Channel: Su:

'

Subscribed Users

Click to view all users who have
subscribed to this topic, or
manually subscribe a user to the
topic

View Author’'s CRM
Profile
Click on the author's name to

ggestion

with each topic. Users T 3 :
ROPERTIES SUBSCRIBED USERS (1
can see the status on the - Pﬁ 5 =l i i l ;':t":if:e'r CRM profle/s
portal URL Slug more-metrics-available-as-standard | Edit Slug
Votes: 2 votes
Author: Hannah Scott (hannah.scott@deskpro.com)
Edit, Delete & Merge Catagory: Serices
TODiCS Edit Properties Delets | Merge » || Copy permalink || View in user interface 3 ’
Edit the category the topic is = — — — Edit Topic
assigned to, delete the topic = N Description

or merge similar topics into

‘_‘Tﬁﬁm COMMENTS (1) = REVISIONS (0

one, avoiding duplicates

Agents can edit the

RELATED CONTENT SEARCH .
J (B\ wording of a topic

N

| | Edit Z description

More variables available »)ould make this software easier to use!

Manage Topic Commentsmw/
Click on the ‘Comments’ tab to ¥i

all comments. Click on the cog icon

to edit, delete or create a ticket

from any comment

View Topic

Click to view how the topic
appears to users on the
portal. Copy a permalink for
this topic
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PUBLISH

There are a few different types of content you can publish on your user portal:

e Knowledgebase articles - address common user issues asearct < [= <] [s a0 M

and FAQs PENDING Brand Category
e News posts - used for announcements, updates, blog T e e o [ Default ] [Ordefs

posts Pending Articles Status

ides - indexed library of instructi @ [ow

Guides - indexed library of instructive user manuals 2

e Downloads - files you want to make available to your KNOWLEDGEBASE -
. itle

users, such as manuals, brochures or software drivers General RN Fiow o frack an ordor

e Glossary - terms you want to define for users, for example  yProdues D

Article

I

Orders

because they're technical jargon or product names. When a
glossary term first appears in a KB article, it is highlighted
and, users can mouse over it to see the definition

B I U =- & L g

Printing services

[J Add new category .
=
=

lil
&
i
¥

TRANSLATIONS

]

1. Locate your order confirmation email
R - . » Untranslated Articles 2. Copy the tracking number
To add new portal Content, click the blue ‘+' button in the 3.Go to https://trackmyorder.com
. 4. Ents tracki ber, and GO|
agent interface header, choose the type of content you want Evews B

to create and get writing.

Managing publish content
Use Publish to manage the help content that users can access on your portal.

Manage Category Settings
Click on the folder to manage the
category you have selected. You can

Review Pending Content delete the category, edit which
Review content that is awaiting usergroups can see the content in this
approval or saved as a draft category & reorder the categories

before publishing to the portal

m ROOM BOOKINGS

[LGTAEGE Q. SEARCH B 3 ARTICLES

n PENDING ‘ Ordared by Data Greated &
Pending .Am;les b \V\._J 0 selected
All Draifts [ ) (] Which rooms are able to be booked for meetings?

] Published | | Author Hannah Scott, Grace Howlett | | Date Greatad May 1 2019

| 1 Management L

— 4[| What equipment is available in each room?
[ knowLEDGEBASE
| Published | | Author Hannah 8Scott | | Date Created May 1 2019
] How can | cancel a booking?
Edit Article

Click on an existing

View Content By Category Product
Articles, News & Downloads can }» General
be added into categories. Click
on a content type (e.g.

Publishad | | Author Hannah Scott | | Date Created May 1 2019

IT Support

Knowledgebase) to add a new article in the list to
category or view the count of Hints & Tips Brands ‘cffr‘::;r:teil::: in the
articles in each category I | Select the brand you want i
to manage the content for
A AT (if you have a multi-brand
| helpdesk and multiple
» Untranslated Articles m portals]

Manage Comments
View or edit all comments

made within content on E2 news

the portal. Tick the £ nownLoaps

checkbox next to

comments to approve or K2 auioes

delete \\______43 u COMMENTS
[ aLossary

Glossary Terms
Add/edit glossary terms and
definitions here
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TASKS

The Tasks feature allows you to create, assign —
and track Agent tasks. | Task Description.
My Tasks o | No due date ¥  Public ¥ Me #
e You can create a standalone task using the S 0 © Add another task |
blue ‘+" button in the header, or create a task Bl Tty (o ) M
linked to a specific ticket from the ‘Tasks' B [l Fulue o
tab inside a ticket. My Teams' Tasks o

e By default, a task you create is assigned to
you, but you can assign it to another agent or team.

e Tasks can either be Public (visible to all) or Private (visible only to the creator and the agent
assigned to the task).

Backiog Online Agents New Tickets Today New Chats Today

307 1 27 5

Backlog by Department Backlog by Team

View and create reports from helpdesk performance data and
metrics with Reports. For tips on making the most of this

powerful feature, take a look at our Reports guide. ) I IIII I

Please note that this area of the helpdesk will only be available " PR

Department Levell  Level2  Support

to you if your admin has given you report access.

Get Deskpro on mobile

Access your helpdesk anywhere by downloading our i0S and Android
apps.

Perfect if you are out of the office, or need to check and answer tickets
on-the-go.

Want to learn more about Deskpro?

If you're still eager to learn more about how Deskpro works, refer to our Help Center at
support.deskpro.com. It contains an extensive library of guides (including our complete Agent
Guide), articles and news updates regarding Deskpro - and how best to use it.

And if you still run into any problems that can’t be resolved with the help of your administrator,
don’t hesitate to contact us directly at support@deskpro.com.



https://support.deskpro.com/en/guides/reports-guide/reports-overview/accessing-reports-2
https://itunes.apple.com/gb/app/deskpro/id1050912818?mt=8
https://play.google.com/store/apps/details?id=com.deskpro.android&hl=en_GB
https://support.deskpro.com/
https://support.deskpro.com/en_GB/guides/agent-guide/the-agent-interface/introduction-and-overview
https://support.deskpro.com/en_GB/guides/agent-guide/the-agent-interface/introduction-and-overview
mailto:support@deskpro.com

