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1.

Introduction

DataTill now has the functionality to escalate helpdesk tickets. Helpdesk escalations can be set up
according to different priorities, escalation rules as well as escalation periods. After your setup has
been completed according to the steps below, your ticket escalations will start for all new tickets that
are created or once old tickets are updated. All escalation rules are executed based on the department
and category that the ticket is currently in.
The automatic escalations are especially useful when there is signed service level agreements in place
or to ensure that VIP customers get attended to quicker.
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2.

Setup

For the new helpdesk escalations manual to work, there are some aspects that you will need to set up.
The important thing to keep in mind is that this will only work for all new helpdesk tickets that are created.
This will not affect any of your current tickets. This is to ensure that all tickets are not suddenly escalated
and that all admin users are not spammed with escalation emails.

2.1. Enable helpdesk escalation
To enable the helpdesk escalation module, go to “Setup” – “System Settings” and then click on the
“Debugging” option.

After the screen has loaded, look for the “Enable Helpdesk Escalations” option and then switch the
toggle button to “Yes”.

Remember to click on “Update” after making any changes.
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2.2. Mailbox scraping
After you have enabled your escalation module, you need to edit your mailbox scraping settings to
enable the escalation module for your different mailboxes. All your mailboxes will now automatically
work according to your escalation rules. To do this, go to “Setup” – “System Settings” and then click
on the “Mailbox Scraping” button.

On the following screen, click on the “Edit” button found on the right-hand side of the mailbox.

On the pop-up screen, scroll down to the “Use Priority Rules” section and then switch the toggle button
to “Yes”.

Remember to click on the “Update” button after making any changes. Please note that you will have
to do this for each mailbox.
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2.3. Ticket priorities
Your ticket priorities work in close relation with your ticket rules. Your escalation module comes with 5
pre-populated priorities and overdue times:
•

Low (24 hours)

•

Normal (12 hours)

•

High (2 hours)

•

Critical (30 minutes).

•

Super (30 minutes)

You can add and manage these ticket priorities as you need to. To find the ticket priorities, go to
“Workflow” – “Helpdesk Setup” and then click on the “Ticket Priorities” option.

You will now see a list with all your ticket priorities:

Pink:

Here you can view the priority order. Priorities at the top of the list are seen as more
important than priorities at the bottom of the list.

Red:

Here you can see the priority type. The ISP can create and manage these priorities as
per their needs.

Orange:

In this section, you can see the time linked to each ticket priority. For example, a ticket
can be low priority for 24 hours before it will be escalated to normal priority.
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2.3.1. Adding Ticket Priorities
To add a new ticket priority, click on the “Add Priority” button.

You will now see the following pop-up screen:

Red:

Enter your priority title here.

Orange:

In this section, you need to choose the amount of time that a ticket can be linked to the
specific priority before escalated to the next priority.

Pink:

Here you can choose a colour to link to your category.

Purple:

If you would like to have repeat overdue alerts for this priority, click on yes to enable it.

Blue:

If enabled, the customer will not be able to see what the ticket priority is. If disabled, the
customer will be able to view the ticket priority.

After completing all the fields above, click on the “Add Priority” button.
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2.3.2. Editing Ticket Priorities
To edit a specific ticket priority, click on the “Edit” button.

On the pop-up screen, you will be able to amend the same details as when you add a new ticket priority.

After making any changes, click on the “Update” button.

2.3.3. Deleting Ticket Priorities
If you need to delete a ticket priority, click on the “Delete” button found on the right-hand side of the
priority.

Click on the “OK” button to confirm that you want to delete the priority.

2.3.4. Moving priorities up and down in your list
Remember that the higher the priority is in the list, the more important is ranks. The lower the priority
is in the list, the less important it ranks. To move priorities up and down in your list, use the arrows
found on the right-hand side of the priority.
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2.4. Helpdesk Priority Rules:
With the new escalation module, you can also create priority rules. This means that when tickets are
created, they are automatically linked to a certain priority. For example, you can add a rule to ensure
that when VIP customers create a ticket, that the ticket is automatically linked to the highest priority.
To find your ticket priority rules, go to “Workflow” – “Helpdesk Setup” and then click on the “Ticket
Priority Rules” option.

You will now see the following screen:

Pink:

Here you can see the rule name.

Red:

In this section, you can see to which aspect of DataTill the rule applies.

Orange:

This will show you which priority is linked to the rule.
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2.4.1. Adding Priority rules
To add a rule, click on the “Add Priority Rule” button.

You will now need to complete the following settings:

Orange:

Add your rule name here.

Pink:

In this section, add any additional comments.

Purple:

Here you will need to choose the relevant ticket priority.

Blue:

In this section, you can choose one of 6 rule types.
Admin User
This will determine the priority when one of your employees (admin users) creates tickets.
Customer
This will determine the priority when a normal (Non VIP) customer creates a ticket.
VIP Customer
This will determine the priority when a VIP customer created a ticket.
Customer Group
You can link ticket priorities to certain customer groups i.e. resellers.
Customer Category
You can link ticket priorities to certain customer categories i.e. virtual resellers.
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Default
This rule will be used to determine what the default priority for all tickets are.
Click on the “Add Priority” button after completing the details.

2.4.2. Editing Priority rules
To edit priority rules, click on the “Edit” button found on the right-hand side.

On the following screen, you will be able to edit the same fields as when adding a new rule.

Remember to click on the “Save Changes” button after making any changes.

2.4.3. Deleting Priority rules
To delete a priority rule, click on the “Delete” button found on the right-hand side of the rule.

On the pop-up screen, click on the “OK” button to confirm that you would like the rule to be deleted.
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2.5. Escalation rules
Setting up escalation rules will allow the system to automatically escalate tickets. Escalation rules will
be applicable to all tickets that are not placed on hold and tickets that are not deleted. All rules will be
set up per department. Rules can also be set up in such a way that tickets of all priorities or only ticket
with high priorities can be escalated. This is especially useful for customers who have signed service
level agreements with your company.
To set up an escalation rule, go to “Workflow” – “Helpdesk Setup” and then click on the “Escalation
Rules” option.

Once the screen is finished loading, you will be able to see a list of all your escalation rules. You will
also be able to see information such as which department and department category the rule is linked
to as well as other escalation details.

2.5.1. Adding Escalation Rules
To add an escalation rule, click on the “Add Rule” button.
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You will now see the following screen:

Grey:

Give your rule a name.

Black:

In this section, you can add more information aa to why the escalation is needed.

Brown:

Here you need to choose to which department this rule is applicable.

Gold:

If the rule is applicable to only certain helpdesk categories, you can choose the
category(ies) here. If this rule is relevant to all tickets in the chosen department,
leave the field blank.

Orange:

If the rule is applicable to only certain ticket priorities, you can choose those priorities
in this section. If the rule is relevant to all the priorities, then you can leave this field
blank. For example, if you only want ticket with critical priority to be escalated, then
choose the critical priority here.

Red:

This refers to the amount of time that a ticket can be left unattended before it will
escalate. This can be from the ticket’s creation date, since it was last updated or
since it was last escalated.

Pink:

If this toggle switch is enabled, you will be able to escalate tickets to a certain
departments, category and user. You will also be able to notify an additional user
such as the manager about the escalation.
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If the toggle button is switched to no, then you will only be able to notify an admin
user that no one has yet attended to the ticket.
Purple:

In this section, you need to choose the department to which you would like the ticket
to be escalated to.

Dark Blue:

Here, you will need to choose the relevant category that you would like to escalate
the ticket to.

Light Blue:

This section will allow you to escalate the ticket to a specific admin user in the
department selected. In other words, the ticket will be re-assigned to this user.

Light Green:

In addition to the above, you can also choose an admin user that needs to be notified
about the ticket escalation. You can choose an admin user in section whether or not
the escalation toggle switch is enabled or disabled.

After completing all the details above, click on the “Add Helpdesk Escalation” button. Once you see
your escalation rule on your screen, you will need to enable the escalation rule for your helpdesk.

2.5.2. Enabling Escalation Rules
To enable you escalation rule, click on the “Enable” button found on the right-hand side of the rule.

After clicking on the enable button, you will see the following pop-up screen :

Click on the “OK” button to successfully enable the rule.
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2.5.3. Disabling Escalation Rules
To enable your escalation rule, click on the “Enable” button found on the right-hand side of the rule.

After clicking on the enable button, you will see the following pop-up screen :

Click on the “OK” button to successfully enable the rule.

2.5.4. Editing Escalation Rules
To edit an escalation rule, click on the “Edit” button.

You will now see the same screen as when adding a new rule. If you have made any changes to the
rule, remember to click on the “Update” button.

(Please see screenshot on page 13 for more

information.)

2.5.5. Prioritising Escalation Rules
After you have created your escalation rules, you will also be able to prioritise your escalation rules
from important to less important. The re-ordering is only necessary when rules have a similar setup on
what a ticket should be matched on. To do this, go to your escalation rules page and filter your list for
your department. On the right-hand side of the rules, you will find arrows. You can use the arrows to
move your rules up and down the list. Remember, the higher up in the list, the more important the rule.
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2.6. Setting up working hours
Once you enable the escalation module, you will be able to determine certain periods during which
tickets can be escalated. These escalation periods are global to all departments in your company. To
find the escalation periods, go to “Workflow” – “Helpdesk Setup” and then click on the “Escalation
Periods” option.

On the following screen, you will see a list of all current escalation periods. When you enable the
escalation module, the system automatically creates five pre-populated escalation periods. These five
periods will allow escalation to only take place between Monday to Friday from 08h00 to 17h00.

2.6.1. Adding Escalation Periods
To add escalation rules, click on the “Add Escalation Rules” button found on the right-hand side.

You will now see the following screen:
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Orange:

Here you need to add a name for the rule.

Pink:

Select the day of the week for which rule is applicable.

Purple:

In this section, you can enter from which time of the day the escalation rule should be
active.

Dark Blue:

In this section, you need to add the end time. This means after that specified time,
tickets will not be escalated until the following day.

Light Blue:

Here you can add any additional comments.

After completing all the necessary details, click on the “Add Escalation Periods” button.

2.6.2. Editing Escalation Periods
To edit the existing escalation rule, click on the “Edit” button found on the right-hand side of the screen.
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2.6.2.1. Editing the Period
After clicking on the “Edit” button, you will see the same screen as you would see when creating a new
rule. Change the details as needed and then click on the “Update” button. Please see screenshot on
the next page.

2.6.2.2. Audit Trial
Additionally, you can now also view the audit trial for each escalation period. To do this, click on the
“Audit” tab.

You will now be able to see who made changes and what changes were made. Remember to click on
the “Update” button after making any changes.

2.6.3. Disabling Escalation Periods
2.6.3.1. Disabling the Periods
Disabling an escalation rule means that this rule will no longer be active. To disable a specific escalation
rule, click on the “Disable” button.
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After clicking the “Disable” button, you will see the following pop-up screen. Click on the “OK” button.

2.6.3.2. Enabling the Periods
To make a rule active again, click on the orange tick mark.

On the pop-up screen, click on the “OK” button.

2.6.4. Deleting Escalation Periods
To delete an escalation rule, click on the delete button found next to the rule.

After clicking the “Delete” button, you will see the following pop-up screen. Click on the “OK” button.
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3.

Escalation History

To view a list of all tickets that have been escalated, go to “Workflow” – “Helpdesk Setup” and then
click on the “Escalation History” option.

On the following screen, you will see a list of all escalations that have taken place.
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