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To comprehension

1 Information on Using this Manual

In the course of transparency and efficient handling, this manual only deals with the additional functions of
KIX Pro 18. For a description of all basic functions, please refer to the manual for KIX Start 18.

The manual for administrators can be found at https://docs.kixdesk.com/, as well as all other
documentation on KIX Start 17 and KIX Pro 17.

We cordially invite you to become part of our KIX community and to support us with helpful tips in the further
development of KIX and user information.

(@ This edition of the manual refers to release KIX 18.31.

1.1 To comprehension

In these instructions, the masculine form according to the grammar is used in a neutral sense. It always
appeals to all male, female and diverse readers. Gender variants are not used for reasons of readability and
understanding of the text. We ask all readers for their understanding for this simplification in the text.
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2 Home Dashboard - Enhanced Functions

Adapt the Home Dashboard to your needs so that you have all the important key figures at a glance.

This is done using report definitions created in the system, which serve as the data basis for the statistics
widget. The most recently created report is displayed as a statistic. First, go to the "Reporting" menu item
and create the report you want for the statistics in CSV or JSON format.

If the statistics widget is not based on a report, you will see this message:

Number of open tickets by priority

At the bottom of the Home Dashboard, click the "Customize Dashboard" button. An overview of all
configuration options opens:
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4 # Home

Search Templates Available Dashboard Widgets

4|  Add Widget

Number of open tickets by priority Ly Standard

2 Widget Configuration

Option Value
Actions

Small Widget
Minimizable
Minimized 0

3 Chart Widget

Option Value
Report Definition Number of open tickets by priority
Use Report Title

4 CSV Mapping

Option Value
Dataset Properties  name

Label Property name
Value Property count
Text Separator

WValue Separator

5 Chart Configuration

Option Value
Chart Type Bar
Legend

Stacked Data 0

Ticket 4|
4] Add Widget
Number of open tickets by state ‘i}o: Advanced | x
Chart Widget
Option Value
Report Definition Number of apen tickets by state
Use Report Title

Settings for field Option

Advanced button "Advanced" button
and chart widget

Report definition

Use Report Title

Description

Click the "Advanced" button to open the
individual setting options.

Here you can see which report definition
is selected for display as statistics.
Change this if necessary. Click on the
arrow at the end of the field to open the
selection menu. All report definitions
available in the system are available for
selection.

By ticking the box, you name the widget
exactly like the selected statistic.

.\m& Issued on: 26.02.2024 Page 6
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Settings for field Option

Widget Actions
Configuration

Small Widget

Minimizable

Minimized

Chart Widget Report definition

Use Report Title

CSV Mapping Dataset Properties
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Description

From the dropdown menu, select which
actions should be available in the
header area of your table. By clicking the
"Apply" button you save your selection.

Select several options from the list, first
click on "Apply" and then on the "Add
column(s)" button.

You can adjust the size of the widget by
checking the box. If the checkmark is
set, the widget is displayed in the small
view. If the checkbox is empty, the
widget is displayed large.

Determines whether the widget can be
reduced in size.

The next field can only be selected if a
tick is set here.

The selection determines whether the
widget is initially reduced/collapsed.

Here you can see which report definition
is selected for display as statistics.
Change this if necessary. Click on the
arrow at the end of the field to open the
selection menu. All report definitions
available in the system are available for
selection.

By ticking the box, you name the widget
exactly like the selected statistic.

Enter the designation of the columns
(e.g. in the CSV file) that are to be
displayed in the diagram as a data set.
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Settings for field

Chart
Configuration

Option

Label Properties

Value Properties

Text Separator

Value Separator

Chart Type

Legend

Stacked Data
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Description

Enter the name of the column (e.g. in
the CSV file) that contains the Y-axis
label.

Enter the designation of the columns
(e.g. in the CSV file) that contain the
values of the data record.

Separator used for character strings:
" (double inverted comma)

Separator for values in output format:,
(comma)

Choose from the following chart types in
which form you want your statistics to
be displayed:

+ Bar

+ Bubble

+ Line

+ Pie

+ Polar Area
+ Radar

Specify where within the widget the
legend for your chart should appear.

+ Bottom
« Left

+ Right

+ Top

If the report contains several data
references, you can display themin a
(stacked) data series. To do this, tick the
box.
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3 Toolbar - Enhanced Functions

3.1 Personal Settings

Change Password

nnnnnnnnnn

mmmmmmmmm

mmmmmmmmm

Fig .: Personal settings

3.2 Always switch template without asking

If the template is changed when working in the ticket creation mask, a message appears indicating that the
data already entered will be lost. You have the option of deactivating this reminder.

If necessary, the reminder can be reactivated in the personal settings. To do this, tick the box.

3.3 User Token

Users with access to the agent portal receive a personal token. This can be used in queries to authenticate
the user.

You can regenerate the token at any time using the "Generate new token" button, for example if there is a
suspicion that unauthorized third parties have gained knowledge of the token.

@ Use:

The reporting of KIX Pro uses the user token to create a URL for each output format together with
the token of the report definition. This URL can be used to import reports into third-party systems
(e.g. MS Excel) without additional user authentication.
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4 Ticket — Enhanced Functions

KIX Pro provides you with additional functions that you can use to modify tickets and their properties. These
include, among others:

Templates

Templates help to lighten your workload. Depending on the application scenario, your administrator
provides you with a range of templates that you can use when creating new tickets in KIX Pro.

Configurable ticket actions & Quick Actions

Your administrator can configure special actions for tickets so they fit better into your work processes
or enable you to execute actions with one click (=Quick Actions).

Time accounting

You have the option of entering your time expenditure directly on the ticket.

Team View Modes

In the ticket dashboard you can switch between different views, e.g. choose List or Kanban.
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4.1 Creating a ticket

Similar to KIX Start, click J in the header of the Home Dashboard or the Ticket Dashboard to

create a new ticket. A tab will then open:

Organisaiont

MMMMMMMMMMMM

uuuuuuu

nnnnn

Fig.: Form "New Ticket" in KIX Pro
Work through the individual lines step by step. Fields with a "*" are mandatory and must be filled out.

If there is an arrow pointing down to the right of the field to be filled in, a selection menu opens when you
click in the field.

In addition to the form fields in KIX Start, there are also:

Affected Services Select any affected services here.

SLA/Service Agreement  Enter any affected SLA or service agreements here. These are then linked to
the ticket.

* You can search for the name of the SLA.

Account Time Here you can record the working hours that have been spent on this ticket so
far.

Basically, the times are stored in minutes. Adjustment postings are possible by
specifying a negative posting (e.g. input -15).
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4.2 Creating tickets with Templates

Templates help to lighten your workload. Depending on the application scenario, your administrator provides
you with a range of templates that you can use when creating new tickets in KIX Pro. Data that you frequently
have to enter can be made available in pre-populated form by using templates. Data that you do not need for
your own work, but which may be relevant for your colleagues at a later step, can be saved in the
background. This makes it faster to create tickets, and you can concentrate on the relevant fields.

4.2.1 Working with Templates

To create a ticket using templates click "+NEW"as usual in the header of the Home Dashboard. The New
Object dialog then opens. Here, select the first tab "New Ticket". To see how to complete the fields of a
standard ticket form, please refer to the documentation for KIX Start, in the Chapter "How to Create and Edit
a Ticket". The following only outlines the use and effects of templates.

By default, the "Template” form field is at the top of the form for creating new tickets. If you select a
template, the input form may change: It is possible that form fields disappear or that form fields have already
been filled out.

(@ If the template is changed when working in the ticket creation mask, a message appears indicating
that the data already entered will be lost. You have the option of deactivating this reminder. If
necessary, the reminder can be reactivated in the personal settings.
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Creating tickets with Templates

K o Preferences ¥ | X T Mew Ticket X

Ausblenden €

T Templates

EE * Contact: =
If Default - New |icket lemplate Crganisation:
I 4 *Type:
1f Detault - New | icket lemplate + Queuer
arvice Agre... ©
* Channel: E
Self Service Portal: @
* Subject: @
Ticket Description: ©
B I UGS x »|T, E E |2 = = = | [@soue | @ | 2
Styles - | Format - | Font - | size - A-BR- Qb E e e
B&E =@ Q
Attachments: ©
Account Time: @ S Minutes
Owner:
n Cancel | Save

Fig.: "New Ticket" Dialog with Template position

Your admin can create a variety of templates and group them. This creates a tree structure that shows the

structure of the templates and their assignment.

1X
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d| Aromex | T et x | BT NewTichet X

Ausblenden &
T NewTicket

“Kontaht: @ agent [TDlhmeissner fhrmeissmer] [
° Organisation: © gy 1y Organisation [MY_ORGA)

affected asset:

Enable for Self Service Pertal:
* subject: &

* Tichet Dessripticn: &
Source

Styles - Format - Font - Size
R .
Account Time: & o Minutes.
Bearbeiter:
* Prioritat: 3 normal
status: - open

0 _— | ED

Fig .: Template tree structure with the "New Ticket" dialog open
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4.2.1.1 Effect of a Template

When a template is used to create a ticket...

Impact

... fields in the New Ticket dialog may already
be pre-populated.

... fields in the New Ticket dialog may be
locked.

... fields may be populated in the background.

@ Hint

KIX 18 User Manual - EN — KIX Pro
Ticket — Enhanced Functions
Creating tickets with Templates

Explanation

The fields are shown on the form. The pre-populated
value can be retained, modified, or supplemented.

The fields are shown on the form, but cannot be
changed.

The fields are not shown on the form. The data saved in
the template is set in the background and displayed once
the form is saved in the ticket zoom view.

It is possible to call up a ticket template via a URL link. Use the format " ... /tickets?

new&templateId=<ID> " for this.
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4.3 Other Ticket Actions

Content on this page:

+ Merge Ticket (see page 17)

+ Close Ticket (see page 18)
+ Article actions within the ticket (see page 19)
+ Edit Article (see page 19)
+ Delete Article (see page 20)
+ Split Ticket (see page 20)
+ Canceling Ticket Action (see page 21)
« Create FAQ from ticket (see page 22)

In addition to the ticket actions already described for KIX 18 Start, the following are also available in KIX 18

Pro:

Summary
ﬂ Organisation 9
cap.e.IT GmbH
LI
! Incident

Assignees

Respansible
Agent [TDJhmeissner

References

Affected Assets

Scheduling

@ Accounted Time: 0h 0m

Ticket#2021100517000017 - Server down

i NewTicket -~
© Planned Effort = Merge W AssignField Ageni  # Edit  # MNewArtide v Close o Links g Unlock @ Watch

& Print

Contact

Mike Schwarzkopf E open

Priovity
1very high

Owmer
Agent [TDJhmeissner

& A#1710000003 - NRA Software (Server) 10 Users: Starter License O -

Created by Agent [TD]hmeissner at 10/05/2021. 12:14 PM. Last change by not assigned at 10/05/2021, 12:15PM

T Ticket Information

State

Queue
Team Service & Netze

Mo New Sender Type From ey Channel Subject

1 agent hmeissner@example.com v L] Server down 2
From: hmeissner@example.com (=)
To contact026@ nomail.org Server down - need help asap (=)
Subject: Server down

(X
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4.3.1 Merge Ticket

If an email did not land on the correct ticket or was sent to the wrong email address, you can use "Merge" to
combine the misdirected ticket with the correct process. After clicking the Merge button, a new window
opens.

= Merge (Ticket#2021100517000017 - Server down)

* Merge to Ticket:

Channel: P

B ey x

Fig .: Merge dialog

Select the ticket with which your "wrong runner" should be summarized. If you do not have the ticket number
ready, enter at least 3 characters of the ticket title or a keyword in the title. You will see a result list from
which you can choose.

The channel via which the tickets are grouped is also available. That is, when summarizing, either

+ put a note on the exit ticket,
+ If you select this channel, the Create note function opens. Here you can also choose whether
the note should be displayed in the Self Service Portal.
+ an email is deposited on the exit ticket
+ If you choose this channel, the email function opens. Here you can also choose whether the
email should be displayed in the Self Service Portal.
+ orno article created.

With this action, the items on the outgoing ticket are moved to the destination ticket and are no longer
available on the outgoing ticket. Only one article remains on the exit ticket that says "Ticket merged to
<number of the new ticket>". On the one hand, this makes follow-up maintenance low and, on the other hand,
the action is traceable.
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4.3.2 Close Ticket

The action is available in the ticket zoom view.

Click the action and a dialog opens to edit the ticket.

v Close (Ticket#2021100517000017 - Server down)

State: @ closed

Ch. I

Account Time: ® Minutes

* Close Code: salved

x HEEE
Fig.: Edit Dialog to Close a Ticket
The dialog contains a few input fields to help you close the process.
Input Field Explanation
State The ticket state is automatically set to "closed" using this action. If you

would like to set a different ticket state, please select the action "Edit" in
the ticket zoom view.

Channel With this action, choose whether you would like to create a note, send an
email, or not create an article. If you select channels "Note" or "Email", the
input fields "Subject" and "Article Text" are mandatory fields.

Account Time You can enter your accounted time in minutes.

Close Code Select a close code from the list. This is subsequently shown in the ticket
zoom view. This field is a mandatory field.

To complete the action, finally click "Save".
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4.3.3 Article actions within the ticket

Additional actions are also available within the articles in a ticket:

Ticket#2022110317000722 - Was ist Lorem [psum? i NewTicket -~

® NewArticle v Closs @ AsignFieldagent = Merge G TD-OBJECTACTL. of Links o Unlock @ Watch & Print

T Ticket Information

Summary ‘ﬂ Organisation Contact
cape.TGmoH Stefanie Kihnel

) priarty
? Unclassifed 4o

Assignees a

Scheduling @ Accounted Time: 0h Om

Oviner
Jash Luballa

ed at 11/03/2022,

Created by nof

red ot 11/03/2022, 0%:43 AM. Last change by not

O Fremodtema () Fromintemat () Visble nSefServceFortal () Unvead ¢ TT. MM 10 v 2 ®

[#1] was ist Lorem Ipsum? B # (1) 11/03/2022, 0%:43 AM l
"Stefanie Kihnel” <contact019@nomail.org> | not assigned

Tor kin@locathost
Lorem ipsum ist Text, der geme als Platzhalter genommen wird, wenn es noch keinen "richtigen” Text gibt. Der Grund dafir ist ein angenenmer Zeilentall, der einen guten Eindruck von dem finalen Layout vermittelt. Wenn man beispielsweise eine
Brosehiire oder Buch entwirtt, 5o kann der Designer auf Lorem ipsum Text zuriickgreifen, wenn noch kein Text vorhanden ist. Lorem ipsum Text kommt dem Endprodukt so nahe, das das Buch fertig aussient. Das Buch oder Broschire kann so dem

Kunden zur Abnahme des Designs vorgelegt werden Der wichtigste Faktor beim Gebrauch von Lorem ipsum Text ist, das der Text realistisch wirkt, andernfalls wird das Layout des Buches oder der Broschire nicht gut wirken. Lorem ipsum ist also I
ein Blindtext ohne Bedeutung, der aber dennoch "echtem" Text tauschend ahnlich sieht Andere Namen fir Lorem ipsum Text sind:- Blindtext- Dummytext- Platzhaltertext- Nachahmungstext- Filltext

Hide Message

BY 001_01_Screen... (261.0 KBytes) W Delete ¢ Edit B Forward = NewTicket/Spiit %42 Reply

Fig.: Article actions within the ticket

4.3.3.1 Edit Article

This item promotion is shipped inactive with the system and must be activated and configured by your
administrator if required. If it is active and the agent has the appropriate permission, the "Edit" button
appears in the article.

Clicking the "Edit" button opens a tab with the "Edit Article" dialog.

‘Show in Customer Portal

Subjct Was st Lorem Ipsum?
B I UGS x, x* I, % = = [ source | @
Styles - | Format - | Font ~ | size -A-RA-|Q b L) -

Lorem ipsum ist Text, der gerne als Platzhalter genommen wird, wenn es noch keinen "richtigen* Text gibt. Der Grund daflr ist ein angenehmer Zeilenfall, der einen guien Eindruck von dem finalen
Layout vermittelt Wenn man beispielsweise eine Broschiire oder Buch entwirft, so kann der Designer auf Lorem ipsum Text Zurickgreifen, wenn noch kein Text vorhanden ist. Lorem ipsum Text
kommt clem Endprodukt so nahe, das das Buch fertig aussieht. Das Buch oder Broschire kann so dem Kunden zur Abnahme ces Designs vorgelegt werden.Der wichtigste Faktor beim Gebrauch

Bod)
’ von Lorem ipsum Text ist, das der Text realistisch wirkt, andernfalls wird das Layout des Buches oder der Broschlre nicht gut wirken. Lorem ipsum ist also ein Blindtext ohne Bedeutung, der aber
dennoch “echtem” Text tAuschend &hnlich sieht.Andere Namen flr Lorem ipsum Text sind - Blindtext- Di ytexi- Plaizhaltertext- 1gstext- Fllitext
Incoming Time 03112022 @ 10:00 ]

Fig. Example of "Edit Article" dialog

All entries can be edited or changed in this dialog. Finally, save the change.
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The article now shows that it has been changed. Hover your mouse over the "edited" info to see who made
the change.

¥

*»
L ]
i

B # (1) 11/03/2022, 10:00 Al4 [edited)

von dem finalen Layout vermittelt. Wenn man \,
idprodukt so nahe, das das Buch fertig aussieht. Das ( E)

tkt andernfalls wird das | avout des Buches oder der

Fig.: Display that an article has been edited

4.3.3.2 Delete Article

This item promotion is shipped inactive with the system and must be activated and configured by your
administrator if required. If it is active and the agent has the appropriate permission, the "Delete" button
appears in the article.

If you click on the "Delete" button, an overlay opens with the following query: "This action cannot be undone.
Are you sure you want to delete this item?" If you confirm the request, the article will be deleted.

4.3.3.3 Split Ticket

The "New Ticket/Split" function exists to create a new ticket from an article in a source ticket or to extract
subtasks and assign them to a respective team.

After clicking the button, a ticket dialog of the type child ticket opens. Unless otherwise configured by your
admin, the ticket template on which the source ticket is based is used for the child ticket and the article
content and attachments are transferred.

@ The transfer does not take place if the exit ticket is in the "Pending time" status.
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= Mew Ticket / Split

* Kontakt: © Hamer Simpsan (h.simpsen @springield-foobarcom)
* Organisation: #+ [TD-ORGANISATION-D01] Springfield Nuckear Plan (SNP}
Affected Asset:
Typ: T Unclassified
Team: B [TD-TEAM-001] st level team (valid)
SLA/Service Versinbarung:

Enable for Self Service Portal: @[]

* Subject: @ [ import] Artikel 3- chlaufzahler meldet Fehler 0815
* Article Text: @ o _
B I US x. v I | % E = 9| = = = = | [©Source | @ I3
Styles - | Format - | Font - | Size - A-R-|Q b E E e mE = Q

Der Fehler wurde behoben und es wurde ein 30-minitiger Testlauf durchgefiihrt.

Attachments: | 4| Select file -
* Account Time: & 0 2 Minutes
Bearbeiter: & [TO[TicketReater, Agent (TicketReader)

B draft successfully savad

Fig .: Example of the share ticket dialog

* State: 8 new

* Parent Tickets: T Ticket#202111081700019% - [T0-T-019] Drucker druckt nicht

Fig .: "Parent ticket" field (last field in the dialog) with pre-filled data

If necessary, you can adjust field contents. Saving the dialog creates a new ticket that is linked to the original

ticket.

4.3.4 Canceling Ticket Action

If you perform a dynamic ticket action and then cancel this, configured pre-actions may have already been
executed. If you click the "Cancel" button or "x" in the top-right corner of the window, an information window
is shown: "Actions have already been executed in the background. " This is purely for informational purposes

and requires no further response.
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If a dynamic ticket action is canceled for which there are no configured pre-actions, the information window
does not appear.

4.3.5 Create FAQ from ticket

The action to create an FAQ entry directly from a ticket is available in the "Edit ticket" and "Close ticket"
dialogs.

If you select the channel "Note" and "Email", the dialog offers an additional selection field "Create FAQ
Suggestion”.

If you set the selection field to "Yes", a new FAQ entry will be created using the ticket data.
The FAQ category in which the entry is created is stored in the job (admin area). Initially there are among
other things the following parameters are specified:

Title: Subject of the first article

Category: Misc

Cause: Content of the first article on the ticket

Solution: Content of the article that triggered the job

Dynamic fields: Related tickets (creates the link between ticket and FAQ)

Your admin can adjust the parameters if needed.
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4.4 Time Accounting

You have the option of entering the time required to process the ticket directly on the ticket. The times can
be recorded manually for ticket creation, processing, and article creation (new article, forwarding, replies).
Entering a time requirement is not linked to the creation of an article.

SLA Criterion - SLA/Service Agre... :

* Chai d:

Account Time: Minutes
Owmer: a [TD]hmeizsner, Agent (hmeissner)

* Priority: 3 normal

* State: & open

Fig.: Field for Time Accounting in the "EditTicket" dialog

Basically, the times are saved in minutes. Correction postings are possible by specifying a negative posting
(e.g. enter -15). This ensures traceability and the times actually worked on the ticket.

4.4.1 Budgets for Scheduling

As a ticket agent, you have the option of setting a time budget for this ticket.

Ticket#2021100517000017 - Server down & MNewTickst

@ Planned Effort = Merge In Assign Field Agenf # Edit a New Article v Close CP Links o' Unlock @& Watch

T Ticket Information

Summary
ﬁ COrganisation o Contact a State
cap.e. ITGmbH Mike Schwarzkopf open
T Type Pricrity
T ncident 1very high

Fig .: Position of the "Planned Effort" tab

Click the "Planned Effort" tab to enter the planned time required. A new tab opens in which you can enter the
value. Click "Save" to complete the process.
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@ Planned Effort (Ticket#2021100517000017 - Server down)

* Planned Effort (min): an

x I

If you now edit the ticket, enter the time you spent each time you edit it. In the "Simple Time Accounting"
sidebar on the right edge of the screen, you can always see how much of the planned time budget is still
available for processing. A positive balance is shown in green. If you have exceeded the planned time
budget, the balance appears in red.
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4.5 Team View Modes

You can choose between different view modes in the KIX Pro ticket dashboard:

+ List

+ Kanban
+ Calendar
+ Map

The corresponding buttons can be found on the ticket dashboard above the statistics widgets.

Search B= Q

Tickets by Priorities o~ Tickets by States = New Tickets (recent 7 days)

.
15 . 40
N 30
10 - 20
— - pending reminder

Fig .: The team view modes in the ticket dashboard

451 E List view

The list view is the standard view in the ticket dashboard. You will see all tickets listed in a table.

S|l =1-=K
Tickets by Priorities = Tickets by States - New Tickets (recent 7 days)
15 40
‘ 0
0 20
1
; 0e - . . . .
s o o o2
n P a2 b s L
T Overview Tickets (38) 4
[ SLACriteria Prio Ticketd Title State Queve Responsible Owner orga
(m] [ ] i 2021092717000452 [TD-T-045] Testing-Ticket fur SSP, customerlogin1 & open & [TDTEAM-001]1s.. not assigned not assigned My¢ v
m] [ ] i 2021092717000443 [TD-T-044] Testing-Ticket mit SLA by Affected Asset & open & [TDTEAM-001]1s.. not assigned not assigned I
(m] [ ] i 2021092717000434 [TDT-043] Testing Ticket mit SLA & open & [TDTEAM-001]1s.. not assigned not assigned [~

Fig .: List view mode

452 [ Kanban view

The Kanban view enables the tickets to be visually separated according to their processing status
(analogous to the personal Kanban board in KIX Start). The tickets are displayed as individual cards, which
you can drag and drop to another column of the Kanban board. The processing status of the ticket changes
automatically.

p
a
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The cards display various configurable ticket information. Your administrator can determine which ticket
information should be displayed in the cards.

Team Backlog

[TD-T-007] 4. Ticket zum Tests von Objekt-Verkniipfungen

Ticket#2021092717000078

[TD-T-033] Technisches Gerat ist defekt

Ticke#2021092717000338

[TD-T-037] Priifung Armatur 13

Tickel#2021092717000372

‘Work in Progress

[TD-T-004] 1. Ticket um Tests von Objekt-Verkntipfungen

W Ticket#2021092717000041.

[TD-T-038] Netzzugang sehr langsam

B Ticket#2021092717000381

[TD-T-034] Server bendtigt Update

W Ticket#2021092717000345

@& Scarch = Q
Pending
[TD-T-036] Bereitstellung Notebook erforderlich

Ticket420210927 17000363

[TD-F011] Seifenspender ist defekt

Tieket#2021092717000112

[TD-T-023] Fehlermeldung 'Die ist eine Nichtfunktion’

Ticket£2021092717000238

Fig .: Kanban view mode

4.5.3

In the calendar view, the tickets are displayed according to their due date.

Calendar view

If you click on a ticket in the

calendar, an overlay opens with a map that contains detailed information about the ticket.

For the display of the tickets in the calendar, the dates stored under "Plan start" and "Plan end" are used by

default.

The list of agents displayed on the right-hand side of the screen is dynamic and reflects all ticket owners that

are displayed in the calendar.

September 2021 | CW 36-40

Mon Tue
6 7
13 14
20 21

) .
Ticket#2021092717000345 - [TD-T-034] Server bendtigt Update [

29

Ticket#2021092717000381 - [TD-T-038] Netzzugang sehr langsam ]

Thu Fri

2 3
9 10
16 17
23 24
30

@E =EE e
QO Today © & Week
sat sun

Agent [TD|TicketAgent
4 5 I ot ssiened
[l Acent (TDlhmeissner
[l Azent (TDITicketReader

11 12
18 19
25 26

Fig .: Calendar view mode

.ux
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454 | 9] Map view

The map view enables the locations for tickets to be visualized on a map and thus enables field operations
to be planned.

(@ == mE

—
Pramr <5

Fig .: Map view mode

The map uses open street maps. The address data stored on a ticket are the basis for the display on the
map. To activate the ticket list or to select whose tickets should be displayed, click on the white square in the
top right corner of the map.

If a ticket has specified a place of use, it is shown on the map as a location with the ticket title and the name
of the owner. If several tickets meet at one location, they are shown as a group with the total number of
tickets in the middle. In addition, the individual tickets are shown with the icon that shows the priority.

If you select a special ticket by clicking on it, an info card opens similar to the Kanban or calendar function,
which contains the following data:

+ Ticket title
Ticket number
* Priority
the avatar of the owner (if this is created)
+ Contact
State
+ Owner

You also have the option of displaying the route to the location. Click on the link "Navigate to" and you will be
redirected to a route planner.

@ From version r1.3, the Field Agent App, which you use for field service, sends the geo-position of the
agents to KIX. Since the map updates when data(s) change(s), you always see the current positions
of the agents. In emergencies, you can send out agents who are already in the vicinity of the scene.
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4.6 Sidebar "Assigend Assets”

The "Assigned Assets" table widget shows the assets that are assigned to the contact selected on the ticket.
By clicking on one of the assigned assets, it is set directly on the ticket in the "Affected Asset" field.
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T New Ticket

* Type:
* Queue:

SLA/Service Agreement: )

et E @

Enabie for Self Service Portal: ©
* Subject: @

* Ticket Description: @

Styles

a2zl =S

* Organisation: @ gy cape [T GmbH (capell]

Affected Asset: @ W ARL74000011 - chnb013

* Contact: @ © Dérte Hundt {contact20)

W AF175000012 - UBA-50-US

B I US55 x x°

Format

@ O

T,

Font

4
w
B

4
|=
1
>
[

rid
ot

oo@ooao

4% Contact Information

(&

Dérte Hundt

# cape ITCmbH
[0 4712345678

= contactd20@nomail.org

T GOpen Tickets of Cantact
T Open Tickets of Organisation

8 Assigned Assets (7

A¥ &

174000007
174000011
174000022
175000009
175000012
175000025
1728000001

Name

chnb010
«chnb013
«chnb024

Samsung SyncMaster 2.,

UBA-50-US

Samsung SyncMaster ..

TCDDM.1.16

Class

Comg
Comg
Comg
Hardw
Hardy
Hardw
Room

X
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5 Assets - Enhanced Functions

5.1 The link graph: Representation with Impact Simulation

In KIX Pro you can use the graphical representation of the asset network to carry out a failure simulation. The
simulation shows you which assets are affected if another asset fails. It thus shows the effects of a device /

service failure on linked assets / services. In this way, you can classify the relevance of an asset and identify

possible weak points.

In the detail view of an asset, click on "Show graph". The graph will open in a new tab. You can zoom in and
out on the image in order (especially in the case of very complex displays) to see and edit elements that are
outside the visible area. The entire viewing area of the graph with all its elements can also be moved.

In addition to the graph options, the "Impact Simulation" widget lists the assets contained in the graph. You
can use the selection fields to specify the status for each asset (operational or malfunction). Based on your
selection, the color display in the graph is changed and the assets affected by the malfunction are identified.
Direct dependencies are shown in red. Indirect dependencies are shown in orange.

(@ Example

If an incident is set and this asset has a "depends on" link to another asset, then the target asset is:
- red (incident) if only this one link is available
+ orange (warning) if there is still a dependency on another asset and this in turn is in
"Operational” or "Warning".
- if an asset has received the incident status "Warning" (manual setting is not possible), then
its other linked assets are also orange (warning)

Note: The basics of the link graph can be found in the KIX Start user manual.
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Ausblenden <

Graph Options

MaxDeptn 2

AeraeTo « Covectedio

s Omeon i —
fai '.:wW Confuenc Softwar Server 10 Users: tarterLiense

Classes. / N
[ BT

W Impact Simulation

chornos color » Opsratonl
Confluence Software(Server) 10.

adnbo2)

aanboza

adnbo2s
\

\ /

aanbozs
atnboz?

aanbozs - et
. + Operant
adsroe

dresden.cape-tle

R Software (server) 10 s .

Libre Offce:

TCODN.L15

TCODN.116

VEd Graph Ecitor

Fig.: Link graph with incident of an asset
If necessary, you can also forward this simulation - as it is currently configured. To do this, copy the URL of

the configured simulation and forward it, e.g. by email.

To close the graph, close the tab.
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6 Organisation - Enhanced Functions

Analogous to the tab "History" on tickets, this information also exists in KIX Pro for organisations and
contacts. By clicking on the "History" tab, you can see which steps or processes have taken place when and
by whom.

6.1 Zoom view organisation

By clicking on the desired organisation entry, the overview opens, showing all stored information on this
organisation. In KIX Pro, the tab "History" is added.

Hawk Drumschool (93110) 4 New Organisation 7~

# Edit 6] Dupicate (D New Contact

| [ty

WO Name Tyve Sl

D

Hav... "imschool (93110)

P ity

93110 santa Barbara
™ e T
Createdat Created by Action Comment Created at Created by
09/18/2023, 09:11 AM Agent [TDJhmeis ZipUpdate Zip changed (old: ", new: "93110") 09/18/2023, 09:45 AM Taylor Hawke
Citypdate ity changed {old: ™, new: "Santa Barbara") 09/18/2023,09:45 AM Taylor Hank
CountryUpdate Country changed (old: ", news "USA") 09/18/2023, 09:45 AM Taylor Hawk
NewOrganisation ‘Organisation "Hawk Drumschool (93110)" created 09/168/2023,09:11 AM Agent [TD]hmeissner
M TypeUpdate Type changed (old: ™, new: "customer, supplier/partner (external)’) 09/18/2023,09:11 AM Agent [TD hmeissner

First Name Last Name

Taylor Hawk Assigned Contacts (1)
Assigned Assets (0) remi Y

- r— First Name. Last Name Email Login Name Open Tickets Reminder Tickets T

Nathing found. Taylor Hank thawk@hawi.com thawk 0 0 New Ticket

Assigned Assets (0)

m = = s — Changedly

Fig.: Example of "History" of an organisation

6.2 Zoom view contact

By clicking on the desired contact, the overview of all information stored for this contact opens. In KIX Pro,
the tab "History" is added.
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Daniel Carey (d.carey) © NewContact

# ©lit () Duplicate T New Ticket

First Name Organisation
Hawk Drumschool

Last Name
Carey.

Daui” arey (d.carey)

woginame s _
daarer seentrorat (GO ] o
Action Comment Created at Created by

Email ZipUpdate Zin changed old: ™", new: "73109") 09/18/2023, 11:27 AM Olver Kalken

d.carey@hawk.com

CityUpdate City changed (old: ™", new: "Santa Barbara") Oliver Kalken
CountryUpdate Country changed (ol new: "USA") Oliver Kalken
z» ity 5
Assigned UserlDUpdate AssignedUser changed (old: ™", Taylor Hawk
93109 Santa Barbara e 2 e = =
NewContact Contact "Daniel Carey (d.carey@hawk.com)” created Taylor Hawk
Created at Created by
09/18/2023, 11:18 AM. Talor Hank Assigned Organisations (1)
/T
Assigned Organisations (1) o Name. Country Gity Street Open Tickets
v 93110 Hawk Drumschool usa Santa Barbara o
o Name Assigned Assets (o)
93110 Hawk Drumsch
AZ Name Class. Changed at Changed by
Assigned Assets (0) Nothingfound.
a Name
Nothing found. Assigned Tickets
Prio. Ticket# Title State. Team ‘Organisation Changed at. Affected Asset
Assigned Tickets Nothing found.
Prio Ticket# Title s et Urganaauun MncUicy masct
Nothing found.

Fig.: Example for "History" of a contact
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7 Service Catalog Management

With service contracts, you can develop a service catalog that contains concrete information about all the
services in operation and planned. These contracts are managed in the Service Contracts module.

Service contracts establish the link between services and SLAs and define the conditions under which these

links are available on the ticket. Put simply, this means: Service + SLAs + [optional conditions] = service

contract.
Proceed as follows to create the service catalogue:
Step 1: Create services.

+ Services are all assets that are created in the "Service" class. This can be, for example, all the services
that your company offers.

Step 2: SLAs are created and managed by your admin. These are available to you in the further process.

- SLAs (Service Level Agreements) each consist of a response time and a solution time. These times
set the timeframe for resolving an issue.

Step 3: Create a service contract.

+ Link a service to one or more SLAs.

+ Optionally, you can set conditions such as B. organizations, contacts, priorities or ticket types - both
individually and in combination with each other. These conditions work like filters and restrict the
selection of possible services and SLAs on the ticket.

« If, for example, an organization and a ticket type are selected in the conditions of the service contract,
the service and SLA stored in the service contract are only available on the ticket if the combination of
organization and ticket type applies.

Step 4: Apply the service contract in a ticket.
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\

available service I
selection /

N — —

(Contact)
selected service/s

(Organization)

(Ticket Type)

P
7" commonSLAs \
among all ! (Ticket Priority)

selected SLA

Fig.: Ticket creation scheme with services and SLAs
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7.1 Services

In order for service contracts to be created, the individual services must first be created. Only then can the
services be assigned to service levels.

To create a service, create an asset of the "Service" class. All assets created under the "Service" asset class
are listed in the Service Contracts module. The hierarchy of the assets is taken into account.

If you have selected a "Service" in the explorer and clicked on the "New Service Contract" button, the field
"Service" is preselected accordingly in the form that opens.

Asset Explorer Ausblenden €
-
n Overview Number of Assets v Ove v
Show All
W [TD-ASC-001] Test class (4)
& Building () B Overview Assets (5) ® [TD-A-101] Service 1 (0)
@ Computer (286) ] A# Name Class = W [TD-A-102] Service 2 (0)
" . B Service 2a (0)
< bz ) (] 1792000001 | [TD-A-101] Service 1 Py ce  Service
9 Location (2) = Service 2b (0)
) 1792000002 = [TD-A-102] Service 2 m e Service
& Network (3) B Service 3 (0)
[J 1792000003  Service 2a " =) Service
® Room (13)
1792000004 = Service 2b a Service
# Service (5) = m ¢
© software (8) [ 1792000005 = Service 3 " o= Service

Fig.: Assets of the "Service" class in the Services tree of the Service Contracts module

How to create an asset of the "Service" class:

1. Click the green plus button and select Asset.
2. In Asset Explorer, click "Service".

W [TD-ASC001) Test class.

* Deployment state:
& Bulding

* Incident state: @
8 Computer
© Hardware GeneralInformation:

9 Location

Parent Service

Pl seare ) -

3. Fill out the input mask (see table) and save the new asset.
4. The asset is now included in both the assets of the "Service" class and in the service contracts.
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Description

Enter a unique name for the asset.

By entering the usage status, you describe the position of the asset within its life cycle.

Select the current state of the asset.

General Information

Parent Service

Type

Criticality

Specification

Specification
Attachment

Service Owner

Dependencies

Required
Service

Required Asset

Optional: If required, assign a parent service to the service.
You can use it to create a tree hierarchy of services.

Optional: If required, assign a type to the service.

The criticality defines the relevance of the service. It is an incident classification tool.
Currently you can choose from 4 predefined options:

+ existential

+ business critical
+ support process
* none/minor

If necessary, your administrator can store further criticalities in the General Catalog.

Optional: If required, enter a description of the specification(s) of this service.

Optional: If necessary, add one or more attachments to the description of the
specification(s) of this service.

Optional: If required, assign a responsible agent to the service.

Optional: You create a dependency here by selecting a required service.

Optional: You create a dependency here by selecting a required asset.
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Field Description

Service Catalog

Assigned SLA Optional: Associate SLA(s) with the service if required.

a
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7.2 Service Level Agreements (SLAS)

Using KIX Pro, you can set Service Level Agreements (SLAs) for tickets. An SLA contains different service
time requirements. These consist of two parts:

1. The First Response specifies how long a service desk has to react to a new ticket.
2. The Solution of a ticket specifies how long a service desk has to complete a ticket.

@ Info

+ Inthe standard installation, "First Response" means creating an article visible in the customer
portal. Depending on how the system is set up, other actions can also mean a "First

Response”.
+ Inthe standard installation, "Solution" means closing the ticket for the first time. Depending

on how the system is set up, other actions can also mean a "Solution".

First Response and Solution are designated SLA criteria. Both criteria have attributes, for example, a start
time, duration, a reminder time, and a target time.

If the SLA is selected on the ticket, these target requirements are saved on the ticket for both SLA criteria.
You can see an overview of these SLA criteria and achievement in ticket lists and the ticket zoom view. If one
of the time requirements in the SLA attributes is exceeded, this is deemed an escalation. To avoid this,
tickets are highlighted applicably in KIX. Users concerned first of all receive a notification if tickets are about
to be escalated, and another notification if tickets have already been escalated.
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Fig.: Visualization of SLA Attributes for Solution Time Criterion

@ Initially, in KIX the uniform holidays valid in the Federal Republic of Germany and in Austria as well
as Christmas Eve and New Year's Eve are delivered. Movable holidays, such as Easter and Whitsun,
are calculated by the system independently.

These days will count as "No Business Time" and no escalation will occur.

« SLA for Ticket (see page 40)

« SLA for Assets (see page 40)

« SLAs in Ticket Lists (see page 41)

» SLAin Ticket Zoom View (see page 42)
« SLAin Ticket Search (see page 45)
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7.2.1 SLA for Ticket

In the "New Ticket" dialog, there is another input field "SLA/Service Agreement". This field is displayed below
"Assign Team" by default. All of the available SLAs can be selected from a drop-down. Precisely one SLA can
be saved for a ticket.

®  If aticket is to be created without an SLA, the default SLA "No escalation" can be set.
+ If you select the SLA "SLA by Affected Service and Prio", the target criteria of all permissible
SLAs based on services, organization, contact, type and priority are determined and the
shortest target time is stored on the ticket.
+ If you select the SLA "SLA by affected asset/s", the target criteria will be determined based
on all "Affected assets" selected on the ticket and the resulting shortest target time will be
stored on the ticket.

*Type: @, Service Request
* Assign Team: @ {3} Team Service & Netze

SLA/Service Agreement: T SLA by Affectad Assat/'s

Account Time: @ o Minutes

Related Tickets: ©

Fig.: "SLA/Service Agreement” Form Field in Ticket Editing Dialog

7.2.2 SLA for Assets

When creating and/or editing an asset, precisely one SLA can be assigned to this asset.

Here click "+" on "Assigned SLA" form field and select an SLA from the drop-down.

Software Information:

Operating System:

Installed Software:

Service Catalog:

Assigned SLA:

‘Warranty Information:

Fig.: "Assigned SLA" Form Field for Assets
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To set a ticket SLA depending on one or more assets, proceed as follows:

Step: SLAs must be set for assets.

Step: Open "New Ticket" dialog.

Step: In "Affected Asset" form field, select the applicable assets.

Step: In " SLA/Service Agreement" form field, select the SLA "SLA by Affected Asset/s".
Step: Complete the ticket form and save the ticket.

a LD~

@ Info

If you have selected several assets in the "Affected Asset" form field, the strictest criteria are
selected from all service time requirements provided by the SLA attributes of the assets, and saved
on the ticket. It is therefore possible that the First Response Time of an asset and the Solution Time
of another asset become valid on the ticket. This ensures that all SLAs can be met.

7.2.3 SLAs in Ticket Lists

In ticket lists, the "SLA Criteria" column displays the state of service time requirements for this ticket:

Color Meaning

empty No SLA is set.

blue No SLA criterion is violated, warned or paused.
grey All SLA criteria are paused.

(@ The reaction or solution time for the ticket can pause if you e.g. wait for the
feedback from the customer. Pausing is linked to the status of a ticket.
Your admin determines which status triggers the pause when creating the
SLA.

If a ticket is in the pause state for an SLA criterion, no target time is
displayed for it. Instead, it says "suspended" in the overview or in the info
overlay.

If the ticket leaves this status, the time for the corresponding criterion
continues to run. The system automatically calculates a new target time.

green All SLA criteria are fullfilled.
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Color Meaning
orange Reached the reminder time for an SLA criterion (either reaction or resolution).
red An SLA criterion is violated/escalated.

The name of the affected SLA criterion and an icon are shown. Clicking the icon opens an information
overlay that shows the attributes for the SLA criterion. (see table below for an explanation of the individual
SLA criteria)

T Hit List Tickets (3) _

[ | sLA Criteria Prio Ticket# Title
] i 2021020817000036 [TD-T-003] Ticket nf
Solution @ = 5| A Criterion - Solution [TD-T-043] Testing-

Solution O

[TD-T-044] Testing-
Start Time: 02/08/2021, 5:23 PM

Target Time: 02/08/2021, 7:23 B
Fulfillment Tirme:

Reminder: 02/08/2021, 5:47 PM
Deviation (Service Time): Oh Om
Deviation: 0h Om

Vielation: No

Fig.: Ticket with Violated SLA Criteria

7.2.4 SLA in Ticket Zoom View

In the ticket zoom view, the "Service-Level-Agreement (SLA)" lane shows details on the service time
requirements for the SLA set on the ticket:

+ If no SLA is set on the ticket, the lane is not displayed.

+ If an SLA is set on the ticket and no criterion is violated, warns or pauses, the lane is blue.

+ If an SLA is set on the ticket, no criteria are violated and all SLA criteria are paused, the lane is grey.
« If an SLA is set on the ticket and all SLA criteria are met, the lane is green.

« If an SLA is set on the ticket and the reminder time for a criterion has been reached, the lane is
orange.

« If an SLA is set on the ticket and a criterion is violated, the lane is red.
The lane is displayed in the color of the "most critical" SLA criterion.

« That s, if the reaction time is orange, but the solution time is red, the lane appears in red.
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+ The same applies to a paused criterion. If a critical value is reached during the pause, the lane

changes to this color.

T ——)

SLA Criterion - SLA/Service Agreement: SLA by Affected Asset/s

. FirstResponse

Start Time: 02/08/2021, 5:24 PM

Target Time: 02/08/2021, 6:24 PM
Fulfillment Time:

Reminder: 02/08/2021, 5:54 PM
Deviation (Service Time): Oh Om

Deviation: 0h Om

Violation: Yes

. solution

Start Time: 02/08/2021, 5:24 PM
Target Time: 02/08/2021, 7-:24 PM
Fulfillment Time:

Reminder: 02/08/2021, 5:48 PM
Deviation {Service Time): Oh Om

Deviation: Oh Om

Violation: Yes

Fig.: "Service-Level-Agreement (SLA)" Lane in Ticket Zoom View

The following SLA criteria are shown:

SLA Criterion

SLA/Service Agreement

First Response

Start time

Target time

Fulfillment time

Reminder

Explanation

Name of SLA

Starting time of the First Response Time. Corresponds to the
point in time when the ticket was created.

Target time of the First Response Time: There must be a
response by this point in time. i.e. an agent must create an
article on the ticket that is visible for the customer.

Point at which the First Response was actually performed,
meaning the agent created an article that is visible for the
customer.

Reminder time for the First Response Time: At this point in
time KIX sends a reminder message to all agents who have
permission to edit the ticket, informing them that the First

Response Time is about to be escalated.
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SLA Criterion

Deviation service time

Deviation

Violation

Solution

Start time

Target time

Fulfillment time

Reminder

Deviation service time

Deviation

Violation
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Explanation

Absolute time difference between target time and fulfillment
time (also includes "overnight" or "weekend"). For "service
time" the term "business time" is also common.

Time difference between the target time and fulfillment time
in business minutes (without "night").

"Yes" or "No"; shows at a glance whether the obligation
defined in the SLA has been fulfilled.

Starting time of the First Response Time. Corresponds to the
point in time when the ticket was created.

Target time of Solution Time: The ticket must be resolved by
this point in time, i.e. it must have achieved the state "closed".

Time at which the ticket was actually resolved, i.e. the state
"closed" was saved for the ticket.

Reminder time for the Solution Time: At this point in time, KIX
sends a reminder message to all agents who have permission
to edit the ticket, informing them that the Solution Time is
about to be escalated for this ticket.

Absolute time difference between target time and fulfillment
time (also includes "overnight" or "weekend"). For "service
time" the term "business time" is also common.

Time difference between the target time and fulfillment time
in business minutes (without "night").

"Yes" or "No"; shows at a glance whether the obligation
defined in the SLA has been fulfilled.

Issued on: 26.02.2024 Page 44



KIX 18 User Manual - EN - KIX Pro
Service Catalog Management
Service Level Agreements (SLAs)

7.2.5 SLA in Ticket Search

All attributes of the SLA criteria that are shown in the ticket zoom view can also be used as search attributes
in the ticket advanced search. Combine the attributes to improve the search results.

(@ Application example

You would like to find all tickets for the customer "Example Corp" for which the First Response
Time will be reached by the end of the current calendar week.
Here, select the following in the ticket advanced search:

Search attribute Operator Entry
Customer contained in Example Corp
SLA criterion contained in First Response
SLA criterion- target time before <desired date>

You would like to find all the tickets for which at least one of the target times for the First
Response and Solution has been exceeded.

Search attribute Operator Entry
SLA criterion contained in First Response; Solution
SLA criterion - violation contained in Yes
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7.3 Service Contracts - Create and Edit

A service contract defines which service and which SLAs (Service Level Agreements) are available under
which conditions on the ticket.

The service contracts are managed in the "Service Contracts" module. In the explorer on the left you will find
an overview of all selectable services. The dashboard in the middle lists all service contracts that have
already been created.

== P servce Conracts 4 v B Newsenvceca B ot
v [ senvee Asigned sLas Assigned Organiations Relevant Ticket Types Relevant Priortes: Assigned Contacts Comment valdity Created at Create

Shonl P
e—

=
O (oaonsenicet vald 0272272022, 0:10PM Agent

valid 0272372022, 09:26 A Agent
3 [T0-514.003] Very urgent

S [(TD-51A-001] Test LA,

0 (karmmeratiel) (KAFF) vald 0272372022, 09:87 A0 Agent

3 SUA by Affected Asset/s
53 SLA by Affected Service

(W) s meren  cap.e. T Cobblcapal) wid 0wz 0% Agent

Fig.: Service Catalog Management module view

The following functions are available in this overview:

Function Description

Filter Here you have the option of searching the table for a search term. To do
this, enter the term and click on the filter symbol.

New Service Contract Clicking on the button opens the form for creating a new service
contract.
Duplicate The action becomes active as soon as at least one service in the table

has been selected or ticked.
Clicking the button opens a form filled with the data of the selected
service for creating a new service contract.

Issued on: 26.02.2024 Page 46



Function

Delete

CSV Export

Import

Y (Filter in every column)
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Description

The action becomes active as soon as at least one service in the table
has been selected or ticked.

Click the button to delete the selected service. Several services can also
be deleted at the same time.

Exports the selected service contracts to a CSV file in UTF-8 format with
a semicolon as a column separator.

The action becomes active as soon as at least one report definition in
the table has been selected or checked.

The export can be used, for example, to

+ to get the required data structure for the import

+ to transfer service contracts from a KIX test system to a productive
KIX

+ to maintain service contracts externally (e.g. mass data
maintenance)

+ ete.

General notes for the CSV export can also be found under: "General
function explanations".

After clicking the button, a CSV import of service contracts can be
carried out, which imports all assignments. For example, for mass data
maintenance or to transfer service contracts from a KIX test environment
to a productive KIX.

The import is carried out by uploading a CSV file in UTF8 coding with a
semicolon as a column separator. The CSV file must correspond to a
predefined structure, which can be taken from a previously performed
CSV export of service contracts. Please also note the information at the
end of this chapter.

Incorrect and invalid files are rejected with a note. Therefore, before
importing, make sure that the CSV meets the requirements.

General notes for the CSV export can also be found under: "General
function explanations” .

If a column contains the filter symbol, it can be searched for a search
term. To do this, click on the filter symbol and enter the term you are
looking for.
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Click on the "New service contract" button. The corresponding form opens in a new tab:

&1 New Service Contract

Servicelevel for Service

Required for Service Selection

Required for SLA Selection

Common

* Service:

* SLA:

Type:

Organisation:

Contact:

Priority:

Comment:

* Validity:

‘ ! Cancel Save

Fig. "New service contract” form

Section

Servicelevel for Service

Required for Service

Selection

(You can make optional
restrictions at this

point.)

Field

Service

SLA

Type

Organisation

Contact

Description

Select the service to which the service contract should
relate.

Select which Service Level Agreements (SLAs) are
available for the above service. (see "Service Level
Agreements (SLA) - What and where?")

Your selection defines the ticket type for which the
specified service is available for the stored organization
or the stored contact.

If the service with the specified SLAs should only be
assigned to contacts from certain organizations, specify
these organizations here.

If the service with the specified SLAs is only to be
assigned to certain contacts, you can enter these
contacts here.

Issued on: 26.02.2024 Page 48




KIX 18 User Manual - EN — KIX Pro
Service Catalog Management
Service Contracts - Create and Edit

Section Field Description
Required for SLA Priority If the SLA for the named service should only be available
Selection for certain priorities, you can enter these priorities here.
Common Comment Additional useful information can be recorded in this
field.
Validity Here you specify whether the service contract is "valid”,

"invalid" or "temporarily invalid". The service contract can
only be used in the system if it is set to "valid".

7.3.2 Inactive Service Contracts

All services are available in the explorer and in the overview of the service contracts, regardless of their
status. Inactive/invalid services are grayed out. The number of these service contracts is still given in
parentheses after the name.

Hide <
&2 Service Contracts (7)
Y D Service Assigned SLAs Ass|
Show Al d
& [TD-A-101] Service 1 (1) D [TD-A-102] Service 2 151 [TD-5LA-002] another T...
W [TD-A-102] Service 2 (2) [] [TD-A-101] Service 1 151 [TD-5LA-002] another T...
! L) Pl (€ %1 [TD-5LA-002] anather ...

[] [TD-A-102] Service 2
131 [TD-5LA-003] Very urgent

o Service C (0)

[] Parent Service A 51 [TD-5LA-001] Test-SLA v...
W Service D (0}

D Enkel Service A-1-1 51 [TD-5LA-002] another T...

D Service B %1 [TD-SLA-003] Very urgent

Fig.: Excerpt from Explorer (service tree) and overview of service contracts with active and inactive services

Inactive services can also be displayed in the ticket dialog if they have an active sub-service (child service).
This connection is illustrated by the greyed-out display.

The service is visible if

- asubordinate service (sub-service, child-service) is active and valid
« itis valid itself (the "Service" asset must not have a post-production status)
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7.3.3 Notes on the import/export of service contracts

The export contains the following attributes (columns), which are also relevant for the import:

Attribute
(Column)

ServicelD

SLA

Organisation
(number)

Type

Priority

Contact

Comment

Validity

CreateBy

ChangeBy

Description

The ID/name of the service.
Sub-service assets are
appended by double colons.

List of SLA designations
assigned to the service.
Multiple SLAs are separated by
commas (without spaces)

Name of the organisation

Name of the ticket type

Name of the priority

Email address of the assigned
contact

Content of the comment (if
available)

Validity

Contact ID of the creator

Contact ID of the changing
user

Examplex and Notes

Import possible

Servicel::Servicela X
No Escalation,SLA by X
Affected Service,SLA by
Affected Service and Prio
My_ORGA X
Incident X
2 high X
john.doe@example.org X
X
valid | invalid | temporarily X
invalid
65 X
65
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Attribute
(Column)

CreateTime

ChangeTime

ID
(last column)

Description

Creation or modification date
in the format: yyyy.mm. dd

hh:mm:ss

ID of the service contract
Corresponds to the order in the
overview of service contracts.
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Examplex and Notes Import possible

'2022-02-23 17:38:59"

This ID can be used to update  x
an existing service contract
during the import.

If no ID is given during the

import, the service contract

will be added to KIX.

! For the import, the exact column labels named here must be used so that the system can make an

assignment.
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8 Reporting - Enhanced Functions

KIX Pro offers you additional output formats for your reports.

In addition to the CSV format, you can also use:

Excel
HTML
JSON
PDF
XML

8.1 Overview of preconfigured report definitions

In KIX Pro, additional report definitions are delivered as standard. If necessary, your admin can reconfigure
this and use it as a guide for creating your own report definitions.

Asset tickets closed in date
range

Asset tickets Created In Date
Range

Number Of Tickets Created
Per Type And Organization

Open asset tickets

List of tickets with assigned assets that were closed in a certain period
of time.

The report creator can select time period, asset classes, organizations
and ticket types.

List of tickets with assigned assets that were created in a certain period
of time.

The report creator can select the time period, asset classes,
organizations, and ticket types.

Overview of the number of tickets created in a specific month by type
and organization.

The report creator can select time period, organizations and ticket types.

List of open tickets with affected assets.

The reporter can select ticket types, asset classes, and organizations.

8.2 Integrate Reports in Third-party Systems

Reports are often created in common office tools such as MS Excel (part of the Office Suite), Google Tables
or Libre Office Calc. KIX Pro makes this possible by (automatically) creating a report and embedding this
report as a web data source (URL) in the Office tool of your choice.
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Click the info icon in the desired output format to get the URL. It is displayed in an overlay.

@ Overview Report Definitions (&)

B Name &

Assettickets Closed In Date Range

Assettickets Created In Date Range

Number Of Tickets Created Per Type and Organization

Open Assettickets

Tickets Closed In Date Range

Tickets Created In Date Range

Data Source

GenericSQL

GenericSQL

GenericSOL

GenericSQL

GenericSOL

GenericSOL

Comment

Lists tickets with assigned assets closed in ...

Lists tickets with assigned assets created i

Provides overview of number of tickets cr...

Lists all open tickets with assigned assets.

Lists tickets closed in a specific date range....

Lists tickets created in a specific date rang..

Validity

walid

walid

wvalid

walid

wvalid

walid

€ NewDefinition  ({§ Delete  [3+ CSVExport
Available Qutput Formats Reports

AtomFeed @ CV 0
Excel & HTML &

Create Report
JSON @ PDF ©

ML o

AtomFeed ©  CSV ©
Excel @ HTML ©

Create Report
JSON @ PDF o

M oo

AtomFeed ©  CSV ©

Excel o HTML o
Create Report
JSON @ PDF ©

ML o
AtomFeed oV o
Excel
50N
it/ rour-baccend-hast example. com/apifed
XML

J/reporting? Token=cExKGaHKule 16TynTaNzUserToken=HRs IPOmKGriMPS;
Format=AtomFead

Atom

Excel

JSON

XML

Atom

Excel

JSON @ PDF ©
ML o

Fig .: Overlay with URL to Atom Feed

Copy the URL to the clipboard and paste it in the appropriate place in the external system:

MS Excel: File menu> Retrieve and transform data> From the web

HTML: Paste the URL into the address bar of your browser and press ENTER
PDF: File menu> Create> PDF from website

The external system calls up the data from the specified URL and displays the report. The most recently
created report of the selected output format is displayed.

(@ Note

The retrieval of report data requires that there is at least one report defining the report. This can be
done manually or automatically and regularly per job (Macro Action "Create Report").

Usage

The reporting of KIX Pro uses a user token to create a URL for each output format together with the
token of the report definition. This URL can be used to import reports into third-party systems (e.g.
MS Excel) without additional user authentication.
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(@ Example Use in Google Sheets

For use in Google Sheets, enter the following formulas as cell values (adapt URL or copy correct one
from KIX; create report data beforehand)

= IMPORTXML ("https: //your.kixpro-report-url.with; Formal = XML"; "//

kix-report / rows / *")

= IMPORTDATA ("https: //your.kixpro-report-url.with; Format CSv'"; ")
= IMPORTHTML ("https: //your.kixpro-report-url.with; Format = HTML";

"table"; "0"; "German'")
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9 News Management

As an agent, you can create news reports. These can be optional

+ in the agent portal and/or self service portal
+ before or after a user logs in

are displayed. The prerequisite for this is that the admin has assigned you the "News Manager" role.
Use cases for news reports can be, for example:

+ A change is made for a specific customer at a specific time. The service agents should be informed
three hours before and after so that they can answer calls directly.

+ There is a scope change for a product or service. All service agents should be able to see this
information.

The "News Management" module is located in the menu bar under ﬂ After clicking on the module, you
will see an overview of all the news items that have been created so far.

& Home X | o News X »

8 News lems (4) v

Title Tipe Usage Contat Login Contaxt Display from Displayto Vaiity Created at Changed at

Famerjubigum timportent & PostLogin 112572022, 0%:00 At 017282022, 1100 At ald ov26/2022, 01:58PM ov26/2022,01:58 P04

Update jioro & Postiogin 4 Prelogin  01/26/2022.07:00 AM 01202022, 05:00PM i 0172672022, 0201 M4 172672022, 0201 Pt

St Mecting fiofo & Postiogin 0128/2022,07:00 AM 01312022, 09:00 AM wald 01/26/2022, 02:18 M Agent D Jhmeissner 0172672022, 02:88 M

Update Service Contract finfo 12 Customer & Postlogin 4 Prelogin  01/27/2022.09:00AM 012772022, 05:00PM wald 0172772022, 1186 AM Sarsh Jana Smith 0172772022, 11:48 AM

Fig.: "News Management" module

Function Explanation

Filter Here you have the option of searching the table for a search term. To do
this, enter the term and click on the filter symbol.

New News Clicking on the button opens the form for creating a new news item.

Delete The action becomes active as soon as at least one contribution in the
table has been selected or ticked.

Click the button to delete the selected post. Multiple posts can also be
selected for deletion at the same time.

Here you have the option of searching the respective column for a search

v Filter in every column
( y ) term. Enter the term and click on the filter symbol.
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9.1 Create a news post

After clicking the "New News" button, the form opens:

& NewNews

T MM

T MM

T
I
Il
[}
®

B I US x x T, B B E 9| E S
Styles - | Format - | Font - | size SA-B- Qb E e EE=©Q

Fig.: "New News" form
Field Explanation
Type Select the type of news article:
+ Information
+ Advice
+ Important
+ Warning
Title Enter a title for your news post. This appears as a heading in the ad.
Displayed from Specify when the post should be displayed: day and time.
Displayed to Set until when the post should be displayed: day and time.
Keywords Add keywords to the news post.
Teaser Text Write a short teaser text for your news post. This appears below the headline
in the ad.
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Explanation

Enter additional information about your news item. This appears after clicking
’:I (see Fig.: News post after login).

For example, you can enter:

formatted text
+ tables

links
+ pictures

Decide who should see the news by clicking on it:

+ Agent
« Customer
« Select all

Confirm the selection with "Submit".

Specify where/when the post should be shown:

+ Pre Login
+ Post Login
+ Select all

Confirm the selection with "Submit".

It is optionally possible to link one or more tickets to a news post. After
clicking the field, enter a search term or a ticket number. The search results
appear as a list from which you can select the relevant ticket or tickets by
clicking on them. Confirm the selection with "Submit".

Finally, save the form. It appears in the overview.

Issued on: 26.02.2024 Page 57



KIX 18 User Manual - EN — KIX Pro
News Management
A News display in the Self Service Portal

9.2 News display in the Self Service Portal

The news article can be displayed in two different places in the Self Service Portal: before logging in or after.

. KIX Self Service Portal

Login News

Login

Read more

Password
Attention! Support is not available today from 10am - 12pm due to
maintenance work.

Fig.: News post in the Self Service Portal before login

. KIX Self Service Portal engis - “ o

News

Read more

Atiention! Support is not avallable today from 10am - 12pm due to malntenance work.

Tickets Assets FAQs

16 There are no assets assigned to you at the moment.
[= o

Fig.: News in the Self Service Portal post after login

9.3 News display in the Agent Portal

The news article can be displayed in two different places in the agent portal: before login or after.
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1 Support temporarily unavailable Atten uppart temporarily unavailable

4 Welcome to KIX

Login Mame:

Password:

Fig.: News entry in the Agent Portal before login

Fig.: Position of the news entry in the agent portal after login

30.03.2022, 13:30

1 Support termporarily unavailable

Attention: Support temporarily unavailable

Fig.: News entry in the agent portal after login

The type of icon and the background color indicate the importance of the message:

+ Exclamation mark/red - Important

+ Exclamation mark in triangle/orange - Warning
+ Exclamation mark/blue - Information

+ Text legend/blue - Advice
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10 Practice

In the practical part you will find a selection of different use cases for working with KIX.
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10.1 Add-On "ITIL Practices"

To work effectively with tickets, you need ways to communicate about tickets and to exchange and capture
information. KIX in combination with the add-on "ITIL Practices" provides you with the necessary means to
automate certain processes in which tasks - based on events, time and defined processes - are processed.
For each ticket type, there are suitable statuses and possible status transitions - both automatic and manual.
The underlying process management guides customer users and agents through ticket creation and ensures
that tickets run through defined processes at all times and are completed at the end. Thus, if a certain status
is selected in a ticket, further process steps take place automatically.

KIX Pro 18 has been awarded SERVIEW CERTIFIEDTOOL for 15 out of 19
SERVIEW possible ITIL® 4 practices. To make the use of ITIL® 4 as easy as
CERTl FlED possible for all users, the add-on "ITIL® Practices" was developed.

&

TO 0 |_1 5 Qq‘?{'\ “ITIL Practices" is an add-on for KIX Pro 18 and is supported from version

- 26. It includes a number of pre-configured reports, asset classes, FAQ
categories, ticket templates and actions to handle problem cases,
services and management tasks according to ITIL®4. The add-on ensures
that all necessary information is available in the right place and that contact persons are always informed
about their tasks and the next steps in the process.

SERVICE MANAGEMENT VERSION IV

The use of processes makes workflows comprehensible and reduces sources of error. In addition, agents
and customers have an overview of all information throughout the entire process at all times. The resulting
shortening of processing and throughput times ensures an increase in productivity while reducing costs. The
planning and control tailored to you shortens downtimes, reduces inventories and thus saves further costs.

The add-on "ITIL Practices" comes with pre-configured ticket templates and actions for the following
processes:

+ Service Request

+ Incident

+ Problem

+ Change

- Contingency Plans (Business Continuity Preparation)

10.1.1 Video

You can also find a detailed showcase of the add-on "ITIL Practices” in our Youtube channel: https://
www.youtube.com/watch?v=M8Ds6TGIEWo (&
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10.1.2 Implementation of ITIL practices by Means of Processes

The add-on "ITIL Practices" provides a number of already configured reports, ticket templates and actions
with which problem cases, service notifications and change requests can be processed according to ITIL®4.
An overview of this can be found in the chapter "Advanced Configuration”.

The following prepared ITIL®4 workflows (processes) are delivered with the add-on:

Service Request Management
+ Service Request

Incident Management
Incident
Incident - Major
Incident - Security

Problem Management
Problem

Change Management
Change
Change - Emergency

Business Continuity Management
Business Continuity Preparation

10.1.2.1 Ticket Templates

The add-on contains a separately configured ticket template for each of the above-mentioned processes.
This can be found when creating a new ticket under the template group "IT Requests". The selected template

determines the further course of the process.

Issued on: 26.02.2024 Page 62



KIX 18 User Manual - EN — KIX Pro
Practice
Add-On "ITIL Practices"

4| X T Ticket X

B 7 IT Requests

i Problem

T

Business Continuity Preparation

¥} Change (Anderungsantrag)

i Incident - Major (Schwerwiegende Storung)
i Incident (Storung)

% Service Request (Service Anfrage)

B i Default - New Ticket Template

Hide «

T Templates

{7} Change - Emergency (Anderungsantrag - Notfall)

i Incident - Security (Sicherheitsrelevante Stérung)

Contact™

Affected Asset

Desired Deadline

Channel

06.02.2023
= - ]
email note

©  New

B 14:02 ‘ (-] ‘

Fig.: Ticket templates for ITIL practices in the agent portal

Home

Tickets

New Ticket

Assets

FAQ

Personal Settings

= @ KIX Self Service Portal

New Ticket

CiTemplates = | E5IT Requests

To parent category

Service Request (Service Anfrage) - SSP

£ Affected Asset*

Desired Deadiine

(3 02/06/2023

@ Subject

Article Text*

& Seaich

Change (Anderungsantr El
ag) - SSP

Use Case "Change"

Desired Deadine

© 03:12PM

[E) MY_ORGA % DARK MODE ~ ¥j LANGUAGE: EN & AGEN

Incident (Stérung) - SS Service Request (Servi
P ce Anfrage) - SSP

Use Case "Incident"

Fig.: Ticket templates that the add-on "ITIL Practices" brings with it in the SSP

10.1.2.2 Ticket Actions

ITIL Practices changes the configuration of several standard ticket actions. For example, the actions "Edit
ticket" or "Close" are hidden to ensure a correct process flow.

In addition, ITL Practices implements a number of ticket actions that are required for processing. When and
under which conditions an action is available on the ticket depends on the selected process and the process
flow. The process flow is also based on the status of the ticket. ITIL Practices provides several new ticket
statuses for this purpose.

a
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Ticket#2023011217000017 - Service Request 12.1.2023 10:41

£k, Ready For Imple... L. Create Change & New Ar]
M T ricetintormation | Linked Objecs 0 T History ———
Summary ﬁ Organisation 9 Contact State
My Organisation Mike Webster approved
T Type Priority
‘. Service Request 3 normal

Lock State Team
nlackad CServica Declr

Assignees @
[ — ]

Responsible & Owner J‘
not cignod not i g

Fig.: Ticket actions depending on the ticket status.

The configuration of the actions only takes standard users into account in the delivery state. However, you
can adapt the actions individually in order to restrict or extend authorisations or to integrate further dynamic
fields in dialogues.

Process State

The dialogue-based ticket actions delivered with the add-on all contain the field "Process State". The process
state is a dynamic field of the type Checklist. Each item on the checklist corresponds to a process step that
can be answered by specifying a state. Depending on the selected state, the process state (recognisable by
the progress bar) and the ticket status will change.

Status Meaning Process state

OK Okay / Done / Approved Is incremented because valid answer.

NOK Not OK / Not executed / Not approved Is incremented because valid answer.

PENDING Pending status / Waiting for feedback / Is not incremented, as floating state
On hold

n.a. No information / Information not Is incremented because e.g. "no

required / No statement made

Unanswered / No selection made at the

statement made" is also a valid answer.

Is not incremented.

checklist item

In the example of a service request, the facts are first checked. In order to confirm this, the checklist item
"Review" receives the status OK. The process step of the check is thus completed and the ticket switches to
the next process step "Approval”. If the approval is granted, this checklist item also receives the status OK.
The same applies to all further process steps (checklist items), so that the ticket is moved forward in the
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process. Once all process steps have been completed, the ticket can be closed. If a process step is
answered with NOK, -, n.a. or with PENDING, the process is no longer advanced.

The actions available on the ticket depend on the respective process state. This means that the actions
available on the ticket are always those that are relevant for the respective process step (see above Ticket
actions).

& Note: The process flow cannot be undone. A change to the status of the ticket is not possible
retroactively; the saved process state remains, even if the individual statuses are changed. This
ensures a correct process flow. Exception: Rejection of a solution leads back to the process step
"Approval".

The process state of a ticket can also be seen in the progress bar in the ticket detail view. A click on the info
symbol shows the details.

B cket information T istory T
Summary /A{ Organisation e Contact State

European R-Ways AG John Byron approved

¥ Linked Objects (1)

Assignees

Process State

T o

(0 Service Request

a Responsible
Agent [TD]hhaupt

) 3/4

Priority
3normal

Owner
& Agent [TD]hhaupt “

B Process State

Lock State
Unlocked

) 3/4
References Affected Assets Action State
B A#174000287-.. © = v|  prifung oK
Zustimmung OK
Scheduling 0] Accounted Time: Oh Om Bereit zur Umsetzung oK Deadline
Umsetzung 023, 11:19 AM
Created by Agent [TD]hhaupt at 02/03/2023, 11:33 AM. Last chemgeeyrerosogresor oo oo oomor Tooo T

Team
Service Desk

Fig.: Process state of a ticket in the ticket detail view
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10.1.3 Process 1: Service Request

A service request is usually an interruption of a service availability. A service request can be, for example:

+ The completion of tasks by other departments
+ Provision of consumables
+ Procurement of hardware
+ Customer enquiries
+ Resetting a password
+ Access to applications.

10.1.3.1 Flowchart of a Service Request

KIX handles a service request according to the following scheme and provides the required ticket templates,
ticket statuses, actions etc. with the add-on "ITIL Practices".
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Fig.: Flowchart of the "Service Request" process

1. Capture
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First, the service request (e.g. provision of consumables) is captured and a new ticket is created for it. The
ticket template "Service Request” is used to record the service request.

With saving, the ticket changes to the next process step "Review" and receives the standard values for

priority (normal) and status (new).

.u%
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2. Review

During the review, the facts are checked and assigned to the responsible agent. The "Review" action on the
ticket is available for this purpose. It opens a dialog in which, among other things, the responsible agent can
be selected and the priority can be reset.

If the "Review" process step receives the status OK, the ticket is forwarded to the next process step "Ready
for Implementation” when the ticket is saved.

+ The ticket is transferred to the next process step "Ready for Implementation”
+ Assigned to the team of the selected agent.
+ The ticket status is set to "assigned".

3. Ready for Implementation

Once the service request is assigned, its implementation can be prepared. A procurement and thus another
ticket (child) may be necessary (see "Branch to the Change Process" below). The ticket is then in a pending
status. Once the procurement has taken place, the implementation can also take place. For this purpose, the
action "Ready for Implementation" is available on the ticket (one-click action without dialogue). The use of
the action gives the OK for the implementation, so that the ticket is transferred to the next process step. The
ticket status remains "ready for Implementation”.

4. Implementation

Once the necessary preparatory work (e.g. ordering the consumables) has been completed, the service
request can be implemented. The action "Implementation" is available on the ticket for this purpose. It opens
a dialogue to store the result and/or notes on the implementation on the ticket. For example, to note the
reasons for a failed implementation.

If the implementation is answered with OK, the ticket receives the status "implemented". In the next process
step, the solution can be accepted or rejected.

5. Acceptance

If the conversion has taken place (e.g. the consumable has been delivered), the solution can be accepted
(e.g. correct consumable) or rejected (e.g. wrong consumable). The ticket actions of the same name are
available on the ticket for this purpose.

If the solution is rejected, the ticket is reset to the 3rd process step (Ready for Implementation) so that the
process can start again.

If the solution is accepted, the process is considered completed. The ticket is set to the status "pending auto
close". assigned.
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Branch to the Change process

If the action "Create Change" is provided on the ticket, this enables a process branch. For example, if
procurement measures (e.g. ordering consumables) are required for a service request. The action creates
another ticket (child) and links it to the source ticket (parent).
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10.1.4 Process 2: Incident

The process of an incident usually involves the interruption of a service or an unplanned event that leads to
the failure of a service. The aim is to restore normal service operation as quickly as possible.

An incident can be, for example:

functional impairment of a web server
an interrupted power or data connection
an error message reported by a device
failure of a business application

a cyber attack

defective hardware or equipment

and many more.

10.1.4.1 Flowchart of an Incident

If an incident is reported, a ticket can be created in KIX according to the process "Incident". The process of
an incident runs according to the following scheme:
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Incident

( Capture Je— Mail, Call ]

Classification
fe kal i Y ] » ha
Transfer Workaround into Create change
P ] e —|  Diagnosis / Solution {Major Incident)

Create problem
(Major Incident)

|

—— Solution already available
— s

Customer feedback

Reminder

Fig.: Flowchart of the "Incident" process

1. Capture
The add-on "ITIL Practices" distinguishes according to the type of incident:

+ Incident
+ Incident - Major
+ Incident - Security

The add-on provides a ticket template with the same name for each of these incident types.

When saved, the ticket receives the standard values for priority (normal) and status (new). In the next
process step - when classifying the ticket - the ticket can be evaluated differently.
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2. Classification

By classifying, the severity of the disruption is indicated and the urgency of the ticket is classified. This is
based on the effects of the impact. The action "Classification” is available on the ticket. In the dialogue that
opens, the impact can be classified, the priority can be changed, the symptoms can be described and the
ticket can be assigned to the responsible agent. The priority of the ticket cannot be changed after it has been
classified.

After saving, the ticket receives the status "assigned" and switches to the next process step "Diagnosis” or
"Solution".

3. Diagnosis

Diagnosis identifies the cause of the incident. The action "Diagnosis” is available on the ticket for this
purpose. If the diagnosis is confirmed with OK, the ticket receives the status "in process". The action
"Diagnosis” is still available on the ticket, so that changes can be made, e.qg. to the effect or additions to the
symptom/cause.

The process step "Diagnosis” can be skipped if a solution is available, e.g. if the problem has already been
solved. Then use the ticket action "Solution”.

4. Solution

At the end of the incident process is the solution. A ticket action with the same name is available on the
ticket. In the dialogue that opens, the following can be specified, among other things:

+ Solution description: e.g. work carried out, information on non-feasibility, etc.

+ WorkAround: Description of an alternative procedure or a workaround. If a workaround is specified, an
FAQ entry is automatically created.

+ Close code: Specification of the solution (completed, not completed, etc.).

If a close code is selected and the processing status of the solution is answered with OK, the ticket receives
the status "solved" and switches to the next process step "Acceptance”.
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5. Acceptance

If the fault is solved (positively or negatively), the solution can be rejected or accepted. The ticket actions of
the same name are available on the ticket for this purpose.

+ If the solution is accepted, the process is considered successfully completed. The ticket is set to the
status "pending auto close".

Branch to the Change process

If the action "Create change" is provided on the ticket, this enables a process branch to the change
management, e.g. if procurement measures are required (e.g. ordering new server technology). The action
creates another ticket (child) and links it to the source ticket (parent).

Branch to the Problem process

The ticket action "Create problem" is available for "Incident-major" faults. It enables a process branch to the
problem management, e.g. if a frequently recurring defect is the cause of the incident. The action opens a
dialogue for creating a new item and creates another ticket of the type "Problem" in parallel.

Issued on: 26.02.2024 Page 73



KIX 18 User Manual - EN — KIX Pro
Practice
Add-On "ITIL Practices"

10.1.5 Process 3: Problem

A problem is usually the (possible) cause of (recurring) malfunctions (incidents). Problem management is
concerned with identifying and managing these causes. The goals are to solve problems permanently, to
avoid costly disruptions and to secure knowledge about (known) problems.

A problem can be, for example

+ achanged configuration file

+ causes of a damaged database entry
+ software error

« and many more.

10.1.5.1 Flowchart of the Problem process

If there is a problem based on the guideline values of ITIL®4, a corresponding process ticket "Problem" can
be created in KIX. The problem management in KIX runs according to the following scheme:
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Diagnosis
Y

Workaround

> FAQ Entry

Create change

Fig.: Flowchart of the "Problem” process

1. Capture
The recording of a problem can be done in different ways:

+ manually: using the ticket template "Problem".
+ automated: using the ticket action "Problem" (process: Serious Incident) .

The created ticket receives the standard values for priority (normal) and status (new) and switches to the
next process step "Categorization”.

2. Categorization

Categorising the ticket helps to evaluate the problem and give it a control variable. For this purpose, the
ticket has the action "Categorization". It opens a dialogue in which, among other things, priority, impacts and
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error category can be determined. The impacts depend on the type of impairment of the service. The error
category is used to classify the problem in subject areas.

If the categorisation is answered with OK, the ticket receives the status "assigned” and switches to the next
process step "Diagnosis”.

3. Diagnosis

The diagnosis serves to identify the problem and to confirm or reject it. The ticket contains the action
"Diagnosis" for this purpose. The result of the diagnosis is indicated in the "Problem State" field.

Once this has been done and the diagnosis has been confirmed with OK, the ticket receives the status "in
progress” when it is saved.

The action "Diagnosis” is still available on the ticket, so that changes can be made, for example, to the
problem status or additions to the symptom/cause.

The process step "Diagnosis” can be skipped if a solution is available. Then use the ticket action "Solution".

4. Known Error

A Known Error is an error with a known cause. A FAQ entry can be created for such errors. The action "Known
Error" is available on the ticket for this purpose. It automatically creates a FAQ entry based on the
information stored in the ticket - without dialogue - and links it to the source ticket.

5. Solution

If the problem could be solved or if a workaround to the problem exists, the ticket can be closed. This is done
using the ticket action "Solution". In the dialogue that opens, the following can be specified, among other
things:

+ Solution description: e.g. work carried out, notes on non-feasibility, etc.

+ Workaround: Description of an alternative procedure or a workaround. If a workaround is specified, an
FAQ entry is automatically created.

+ Problem state: The problem status must be specified if the process step "Diagnosis" was skipped.

If the problem status is set and the processing status of the solution is answered with OK, the ticket is closed
directly. The process step of acceptance is omitted.

Branch to the Change process

If the action "Create change" is provided on the ticket, this enables a process branch to Change
Management. The action opens a dialogue for creating a new item and creates another ticket of the type
"Change" in parallel. Both tickets are linked to each other as a parent-child relationship.
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10.1.6 Process 4: Change

Organisational or infrastructural changes that can have direct or indirect effects on services are assigned to
change management.

A change can be, for example

+ the replacement of a device
+ introduction of new services
+ etc.

10.1.6.1 Flowchart of a Change Request

KIX handles a change process according to the following scheme and provides the required ticket templates,
ticket statuses, actions etc. with the add-on "ITIL Practices".
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or Implematatior

Customer feedback

Closed

Fig.: Flowchart of a "Change" process in KIX

1. Capture
The add-on "ITIL Practices” distinguishes according to the type of change request:

« Change (Change request | Anderungsantrag): common changes with low or increased risk.
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+ Change - Emergency (Change request - Emergency): Changes due to an unexpected fault that needs
to be fixed immediately.

The add-on provides a ticket template of the same name for each of these incident types. The procedure is
the same for both change processes.

In the Business Case area, the

+ the reasons for the request

+ the benefits that the change will bring
+ likely implementation costs

+ and possible alternatives

can be noted.
The entry of a change request can be done in different ways:

« manually: using the corresponding ticket template
+ automatically: by using the ticket action "Create change”.

The created ticket receives the standard values for priority (normal) and status (new) and switches to the
next process step "Review".

2. Review

During the review, the facts are checked and possible risks are assessed. For this purpose, the action
"Review" is available on the ticket. Several risks can be noted in the dialogue that opens.

The selection in the field "Standard Change" classifies the change:

+ Standard Change - yes:
+ Usual changes, low-risk, frequently recurring, pre-approved (e.g. replacement of a headset).
+ Skips the "Approval” process step
+ Standard Change - no:
+ Changes with increased risk or high financial expenditure (e.g. replacement of the backup
server).
+ Requires approval

If the process step is completed with OK, the ticket receives the status "assigned" and switches to the next
process step "Planning".

3. Planning

During planning, an estimate of the costs and consideration of any possibilities to reverse the changes is
made. This can be specified using the ticket action "Planning".

If the process step is completed with OK, the ticket receives the status "scheduled" and switches to the next
process step "Approval”.
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4. Approval

For change requests with increased risk or financial effort, approval is required before implementation. The
ticket action "Approval" is therefore available for tickets that are not a standard change (see check). The
action opens a dialogue in which the approval can be given in the processing status.

In case of approval (OK), the ticket changes to the status "approved" and to the next process step "Ready for
Implementation".

In case of rejection (NOK), the ticket remains in the process step "Approval” until it has been granted and
receives the status "planned".

5. Ready for Implementation

Once the change request has been approved, its implementation can be prepared. The ticket is in a pending
status until, for example, all queries have been clarified and changes to the next process step
"Implementation” after clicking on the ticket action "Ready for Implementation”.

6. Implementation

After the hardware has been completely replaced, for example, the conversion is considered completed. The
ticket action "Implementation” exists on the ticket. It opens a dialogue for documenting the implementation.

If the implementation is answered with OK, the ticket receives the status "implemented". In the next process
step, the solution can be rejected or accepted.

7. Acceptance

Finally, the result of the conversion can be rejected or accepted. The ticket actions of the same name are
available on the ticket for this purpose.

+ If the solution is rejected, the ticket is reset to the 3rd process step (planning) so that the process can
start again.

« If the solution is accepted, the process is considered completed. The ticket is set to the status
"pending auto close".
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10.1.7 Process 5: Business Continuity Preparation

Contingency plans are used to keep business operations running in the event of interruptions to business
processes or services. The contingency plans available in the form of FAQs can be used to remedy the
situation quickly.

10.1.7.1 Flowchart for contingency plans

KIX handles contingency plans according to the following scheme and provides the required ticket
templates, ticket statuses, actions, etc. with the add-on "ITIL Practices".

Business Continuity Preparation

Capture
[ caure ]
Creating a plan
A
Clesing

Fig.: Flowchart "Contingency plan" process

1. Capture

The ticket template "Business Continuity Preparation” is used to create an contingency plan. In the dialogue
that opens, the task steps to be carried out in an emergency can be entered, among other things.

After saving, the ticket receives the standard values for priority (normal) and status (new). In the next
process step, the approval can be given.

2. Approval

In order for the prepared contingency plan to be stored in the FAQ, it must be approved. For this purpose, the
ticket has the action "Approval”. It opens a dialogue in which the approval can be given or rejected.

If the ticket is approved, a new FAQ entry is created.

In case of rejection, the ticket remains in the process step "Approval’, so that the contingency plan can be
changed and accepted at a later point in time.

Issued on: 26.02.2024 Page 81



KIX 18 User Manual - EN — KIX Pro
Practice
Add-On "ITIL Practices"

3. Closing

Approval of a contingency plan gives it the status "created". Depending on the customer-specific definition,
measures and work steps must then be completed in order to resolve the emergency. This concludes the
process.
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10.2 Maintenance Plan

The add-on "KIX Maintenance Plan" supports you with recurring maintenance tasks. It enables you to
manage recurring tasks for the devices, contracts or operating equipment documented in the asset
management.

Main use scenarios are:

+ Planning, execution and documentation of maintenance

+ Reminder/renewal of contracts, certificates, approvals and statutory inspection periods, e.g.:
+ regular inspections according to BGV/GUV-V A 3
+ regular inspections of machines, vehicles, production facilities

+ Representation of non-availabilities of operating resources

+ Automatic creation of task descriptions and maintenance orders

+ Digital equipment logbook/object life history

Based on your freely defined maintenance plans, the add-on generates the upcoming maintenance tasks and
creates the corresponding tickets when they are due. Clear lists and calendars inform you about upcoming,
planned and completed maintenance tasks. In this way, you keep track of all maintenance tasks and can
perform them according to the due date and fully documented.

10.2.1 Prerequisite

As a basis for using the add-on "KIX Maintenance Plan", you need KIX 18 Pro, which runs at least on version
29.
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10.2.2 Basics

Maintenance Service

Maintenance Asset

Mapping Mapping

Maintenance Plan

Task will be generated

Maintenance Task

Implementation will be documented Ticket will be generated

Maintenance Ticket

Paper Documentation

Ticket Print (PDF)

Fig.: Flow chart add-on "KIX Maintenance Plan"

Each maintenance is a service in the service catalogue. Therefore, the maintenance services are created in
the asset class "Service" so that they are subsequently available in the explorer of the "Maintenance Plan”
module.

In the "Maintenance Plan" module, the maintenance plans are created and the maintenance services are
linked to the corresponding assets. KIX creates the resulting maintenance tasks once a day based on the
defined maintenance plans.

The maintenance plan defines, among other things, at which point in time the tickets for the maintenance to
be carried out are to be created. At this time, KIX generates the tickets to perform the maintenance.
Administrators can freely configure the ticket templates to be used by the system for this purpose.
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The execution of the maintenance is documented at the maintenance task by storing, among other things,
the respective status and the data on due date and completion.

10.2.2.1 Maintenance service

A maintenance service defines WHAT the maintenance includes. It describes the service to be performed on
the asset (e.g. grease all rotating gear parts).

Each maintenance service is an asset of the asset class "Service" and therefore part of the service tree.
Therefore, maintenance services are created as assets of the asset class "Service".

10.2.2.2 Maintenance asset

A maintenance asset defines the WHERE of maintenance. Maintenance assets are all assets that are subject
to (regular) maintenance. This can be any asset in the system, but also a service (e.qg. life cycle check).

10.2.2.3 Maintenance plan

The maintenance plan is the heart of the planning. It defines the HOW of maintenance. Here the mapping
(linking) of maintenance service and maintenance asset takes place and it is determined WHAT WHERE and
WHEN is planned. Maintenance plans are created and managed in the "Maintenance plan” module.

Mapping

In the simplest case, a maintenance plan is characterised by the fact that a maintenance service and a
maintenance asset exist and are assigned to each other. The assignment can take place through

+ explicit assignment of a maintenance service to a concrete asset
+ Assignment of a maintenance service to various assets that fulfil certain conditions (e.g. all assets of
the class Computer, of the manufacturer XYZ, in operation since 01.01.2023).

@ Due to this flexibility, future assets that fulfil the criteria are also taken into account in the maintenance
plan without having to adjust the maintenance plan.

Scheduling
In the maintenance plan, the schedule can be defined:

+ how often the maintenance should be carried out (periodicity)
« the duration of the advance planning (Projection Days)

+ the time of ticket creation (Planning Days)

+ the validity period of the maintenance plan
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+ the planning type
+ Shedule Based
+ Completion Based

Ticket templates

When setting up the maintenance plan, the ticket template to be used can be selected. The ticket template is
used by the system to generate the maintenance tickets for scheduling the maintenance task at the given
time. According to the template configuration, the assigned team, the contents of the task description, FAQ
references, etc. are thus defined for the implementation of the maintenance (see also section below).

10.2.2.4 Maintenance tasks

KIX checks the list of maintenance plans once a day. It checks which tasks exist for which maintenance
plans within the next n days. As a result of this check, the maintenance tasks are determined and created.
The maintenance tasks are displayed in the "Maintenance plan" module (list and calendar) as well as on the
respective assets and services. This check can also be triggered manually at any time, e.g. after changes to
a maintenance plan.

Maintenance Tasks (5)

Service State Plan Due Date Completion Due D... Ticket Number Ticket State Ticket Title Completion Date
Service 1 canceled 06/23/2023 07/07/2023 2023063017000028 = closed Maintenance Service ...

Service 1 done 06/16/2023 06/30/2023 2023063017000019 mclosed Maintenance Service... 06/30/2023, 12:58 PM
Service 1 planned 06/30/2023 07/14/2023 2023063017000037 anew Maintenance Service ...

Service 1 projected 07/07/2023 07/21/2023

Service 1 projected 07/14/2023 07/28/2023

0O0oo0o0O0O Q0

Fig.: List of maintenance tasks on the asset

(@ Note

Please note: Maintenance tasks are not tickets! Maintenance tasks only inform about planned
maintenance and serve as maintenance documentation. The tickets for performing the maintenance
will be created at a later time (as defined in the maintenance plan).

The maintenance tasks are the core element of the maintenance documentation (maintenance history). All
information is brought together here:

+ the concrete asset that is/was maintained
+ the concrete maintenance service that is/was carried out
* the date of the planning due date
+ This is the date on which the ticket should be created.
+ the planned execution date
+ This is the date on which the maintenance should be carried out.
+ the actual execution date
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+ The time when the maintenance was actually performed.
+ the status of the maintenance task
+ projected: Created maintenance task that is expected to result in a maintenance ticket.
+ planned: Task for which a maintenance ticket has already been created.
+ done: Maintenance ticket has been closed (not cancelled).
+ cancelled : Maintenance ticket has been cancelled.

10.2.2.5 Maintenance ticket

Maintenance tickets are tickets that the system generates using the information stored in the maintenance
plan. They are used to schedule and then perform the maintenance task.

The mechanism for checking and creating maintenance tasks also checks the due date of the maintenance
tasks and creates the associated maintenance tickets a few days before the due date (as defined in the
maintenance plan).

Maintenance tickets are displayed

+ at the respective asset

+ at the respective service

- in the Maintenance Plan module (calendar and list)
+ in the ticket dashboard

After creating the maintenance ticket, the status of the maintenance task changes from "projected" to
"planned”.

After the maintenance has been performed, the ticket can be closed. When the ticket is closed, the selected
completion code and - if "completed” - the completion time are written back to the maintenance task.

For the documentary documentation of the maintenance, the maintenance ticket can be downloaded as a
PDF and printed and filed if required.
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10.2.3 Procedure of a Maintenance Plan

Each maintenance is a service in the service catalogue. Therefore, the maintenance services are created in
the "Service" asset class so that they are available in the "Maintenance Plan" module.

In the "Maintenance Plan" module, the maintenance plans are created and the maintenance services are
linked to the corresponding assets. KIX creates the resulting maintenance tasks once a day based on the
defined maintenance plans.

The maintenance plan defines, among other things, at which point in time the tickets for the maintenance to
be carried out are to be created. At this time, KIX generates the tickets to perform the maintenance. Your
admin can freely configure the ticket templates to be used by the system for this purpose.

The execution of the maintenance is documented at the maintenance task by storing, among other things,
the respective status and the data on due date and completion.

The module "Maintenance Plan" is located in the menu bar under . After clicking on the module, you will see
an overview of all maintenance plans created so far.

4 AtHomex & MaintenancePlan X K Maintenance Plan X

4 & New Maintenan.

Maintenance Service Start Periodicity Plan Projection (d) Planning Type Ticket Template

Plan Service. Asset Class Asset Number Asset Name State Plan Due Date Completion Due Date.

Please select a service

Fig.: Module "Maintenance Plan" directly after installation

The menu for this module is located on the left-hand side of the screen. All services within which you can
create a maintenance plan can be found in a tree structure. If you need a service that has not yet been
created, create a new asset of the asset class "Service".

The following functions are available in the dashboard:

Filter Here you have the option of searching the table for a search term. To do
this, enter the term and click on the filter symbol.

New Maintenance Plan Clicking the button opens the form for creating a new maintenance plan.

CSV-Export The action becomes active as soon as at least one maintenance plan
has been selected or ticked in the table.

Further information on this can be found in the chapter "General function
descriptions".
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Update Tasks By clicking on the button, you bring the pending maintenance tasks up to
date. The button is only active if you have selected a service or the
maintenance plan.

Here you have the option of searching the respective column for a search
term. To do so, enter the term and click on the filter symbol.

Y (Filter in each column)

10.2.3.1 Sidebars

In addition to the Dashobard, sidebars are available which you can show or hide as required.

Service Information

Here you will find all the information stored in the system for the selected service of the maintenance plan,
such as the planned (time) effort.

Affected Assets

Here you can see all the assets affected by the maintenance plan. The view depends on the variant selected
when creating the maintenance plan: "Affected Assets" (individual display) or "Search Profile" (display of all
affected assets).
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10.2.3.2 How do | create a maintenance plan?

After clicking the button "New Maintenance Plan" the form opens:

T MM ) =}

TT. MM ) i

aaaaaaaaaaaa

x TN
Fig.: Form "New maintenance plan”
Fields marked with * are mandatory fields and must be filled in.
Field Content
Maintenance Service From a drop-down menu, select the maintenance service that corresponds to
the service required for the maintenance.
Maintenance Name Assign a unique name for the maintenance plan.
Planning Type Here you define the time interval on which the maintenance is based.
Schedule Based Oriented to a fixed timetable or deadline.
Completion Based Depends on the completion of the
previous maintenance.
Week Day per Month Based Always takes place on a specific day per
month.
Start Date Enter the date from which planning tasks are due for the first time.
End Date Enter the date on which planning tasks are due for the last time. This entry is

optional. If you omit it, the maintenance plan runs without a time limit.
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Content

Specify the frequency with which the maintenance is due. The form must
follow the following pattern: "<number>y <number>m <number>w

<number>d" (e.g. "2y" = "every 2 years"; "Im" = "every month"; "27d" = "every 27
days").

(@ Excursus: Example based on interval weekday per month

The maintenance plan is created on July 13th, 2023 , a Thursday.
This is also the start date of the maintenance plan.
The maintenance tasks shall be scheduled every 3rd Tuesday of
every 4th month.
The executions will take place on:
+ 1st execution July 18th, 2023 (This is the 3rd Tuesday in the start
month and after the start date July 13th),
+ 2nd execution November 21st, 2023 (3rd Tuesday 4 months later)
as well as
+ 3rd execution March 19th, 2024 (3rd Tuesday 8 months later).

Preview duration: Enter the number of days, starting from today, for which
tasks are to be created.

Enter the number of days before a maintenance is due that a ticket should be
created. The planning task thus changes from "projected” to "planned".

Select a ticket template to be used for planning the maintenance task. This will
be used, for example, to pre-fill the assigned team, contents of the task
description, FAQ references as well as further details for the implementation
of the maintenance.

@ 'f you do not have a template that suits your needs, please contact your
admin.
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Content

Activate the search profile by clicking the button. Create asset search profiles
to apply this maintenance plan also to assets created later without having to
explicitly select them again. All assets that correspond to this search profile
are subject to the maintenance plan during foresight and planning.

The search profile is automatically updated once a day.

Specify which asset or assets are affected by this maintenance plan. Enter at
least three characters to start the search.

@ You can either enter an affected asset or enter a search profile.

Finally, save the form. It appears in the overview.

Calculation of the timing of maintenance tasks

Today End of
Projection (13
after today)

Projection (13d)
Lt -
TASK 1 (planned, i.e. ticket) Periodicity (3d)
Completion Due Date
TASK 2 (projected) Periodicity (3d)
i Completion Due Date [*® -
E TASK 3 (projected) | Periodicity (3d)
Preliminary Planning (2d) i Due Date i Completion Due Date | -
2 TASK 4 (projected)

Completion Due Date

Fig.: Graphical representation for calculating the timing of maintenance tasks
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, the system calculates all entered values and displays:

. Planned maintenance (a ticket already exists for these, based on entry in the "Projection” field
when creating the maintenance plan).

.3 Projected maintenance (no tickets have been created yet, based on the entry in the field
"Preliminary Planning" when creating the maintenance plan)

+ Maintenance planned

and projected

in the calendar

4| & Mienanceran

Show Al

B (103 erve S antenance van

Maintenance Plans (1)
(] Maintenance Name

[ Reinigung Buros étage d

:

O Pan

] Reinigung Biros tage 4
] Relnigun Bros Eiage
(] Reinigung Biros tage
0] Reinigung iros age
0] Reingung s etsge s
] Reinigung s Etage s
(] Relnigung iros Eags 4
] Reinigung iros Etage 4
] Relnigung Biros age
] Relnigung Biros Etage
] Reinigun Biros Eiage 4
] Reinigung Biros Eage 4
0] Relnigun Biros tage
0] Relnigung iros age
] Reingung s etage s
] Reinigung o etage s
0] Relnigun Bires Etags 4
] Reinigung iros Etage 4

Maintenance Calendar

Maintenance Servica

Relnigung 8iros

Tasks (18)

service
Reinigung Biros
Refnigung Biros
Reinigung Biros
Reinigung Biros
Reinigung firos
Reinigung firos
Reinigung Biros
Reinigung Biros
Reinigung Biros
Reinigung Biros
Reinigung Biros
Reinigung Biros
Reinigung Biros
Reinigung Biros
Reinigung firos
Reinigung firos
Reinigung Biros

Relnigung 8iros

September 2023 | CW 35-39

Monday

Tuesday

4

‘® Ticket#12023090217000021-...

4

* Ticket#2023090217000012-..

11

@ Ticket#2023090217000031-...

* Ticket#2023090217000045-..

18

@ Ticket#2023090217000067..

# Ticket#2023090217000058-...

25

* Ticket#2023090217000076-...

* Ticket#202309021700008

Projected Maintenance Reinig..
Projected Maintenance Reinig.

start periogicity
o3/04r2023 1Weokts)
fssot Class Assat Number
Building 177000001
Building 177000002
Building 177000002
Building 177000001
Building 177000001
Building 177000002
Building 177000002
Building 177000001
Building 177000002
Building 177000001
Building 177000002
Building 177000001
Building 177000002
Building 177000001
Building 177000001
Building 177000002
Building 177000002
Building 177000001
Wednesday

Friday

L v
Plan Projection .. ~ Planning Type.
138 Schedule Based
[ |/
fsset Name. state
[TD-A-080)] First SLA Asset plannes
[TDAOSH Second SLAAsset  planned
[TDAOSH Second SLAAsset  planned
[TD-A-080] First sL Asset plannedt
[TD-A-080] First SLA Asset planneat
[TDA0S1] Second SLAAsset  plannec
[TDA0SY Second SLivssset planned
[TD-4-050] First SLAsset plannedt
[TDACSY Second SLivAsset  projected
[TD-A-080) First sLA Asset projected
[TDACSY Second SLAAsset  projected
[TD-A-080)] First SL Asset projected
[TDA0S1 Second SLAAsset  projectsd
[TD-A-080] First sL Asset profected
[TD-A-080] First L Asset projected
[TDA-0S1] Second SLAAsset  projected
[TDAGSY Second SLAAsset  projected
[TD-A050] First SLAsset projected
Thursday
1
7 8
14 15
21 22
28 29

Teket Template:

Reinigung

Plan Due Date
087102023
oa/t0/2025
081772073
oa/17/2025
842073
o8/2a/2025
0832023
o8/a2028
09/07/2023
o9/07/2023
919202
o903
9212073
o9/21/2025
092072073
o9/28/2025
to/0s/2023

1000572023

Saturday

& NewMaintenan.

Tasks upd.

Completion Due Date:
090472023
o9/0202s
ooz
o902
ooz
092023
os/zs20s
ov/25/2028
1o/02023
100272023
1002023
10/09/2023
10162023
101672023
o220
1023/2023
10302023

103072025

Sunday

T UptateTasks [ S

Tiket Namber
2023090217000021
2230217000012

B
2023090217000049
2023090217000067
2023090217000058
2023090217000076
2023090217000085

Q Today ©

N Reinigung Biros Etage 4

W Service Information

Reinigung Biros

Maintenance (periodic)

W Reinigung Biros

(m] AssetName
[ &  [T0-A0S0] First SLivAsset
[ &  [(TD-A051] Second SLAAsset

Maintenance 1
Reinigung Birc

Reinigung Bire

Fig.: Example of an overview of a maintenance plan
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Clicking on a ticket number within the calendar opens a ticket info card with a direct link to the maintenance

ticket and asset to be maintained.

Maintenance Calendar

September 2023 | CW 35-39

Monday Tuesday Wednesday
Reinigung Biiros - Reinigung Biiros Etage 4
Projected Date: 07/04/2023
Ticket

4 Ticket#202309021700002 1-Maintenance Reinigung Biiros - [TD-
A-050] First SLA-Asset

® Ticket#2023090217000021-... Plan Begin Plan End

® Ticket#2023090217000012-... 09/04,2023, 0B:00 AM 0%9,/04/2023, 09:00 PM
Asset (Building)
ARL1TT000001 - [TD-A-050] First SLA-Assat

11 — —

® Ticket#2023090217000031-...

# Ticket#2023090217000049-...

18 19 20

Thursday

14

21

Fig.: Ticket info card for planned maintenance

10.2.3.4 Maintenance ticket in the zoom view

When you open the maintenance ticket, you will see the following maintenance-related information in the

detailed view:

Biros - [TD-A-050)] First SLA-Asset

7 Edt @ NewArice

T NewTicket -

v Coe @ AsmfddAgn  » Mege G DOMECACTL. o lis ® Waich & Print

e 5 mee——————
o
summary e . &
fram— | Snerma e
Description
Assignees Team Lock State
B o [~ (i,
Checklists
w o w o
References Affected Assets Affected Services. Merged into the Ticket
T (e
T 2
scheduling Accounted Time: 0d0on Plr 09/04/2025,08:00
(R 9 AM-09/04/2023, 900
oo i S

T Open Tekets of Contact

T open TcetsofOrgansation

oros -[TD-A-051] Second SUA Rsset
[TD.A-051] Second SLA-Aset
[TD.A-050] Frst SLA-Asset
[TD-A-051] Second SLA-Asset
[TD--050] Frs SLA-Asset

[romesternal [Jrom imemal [ visblein seirservce Portal [ Junresd < TT. vt £

[#1]

ot sesigned <amin@localhosts| not assigned

Reinigung der Blros

B 09/02/2023, 0400 AM

© Forward 2 NewTidket/Split €3 Reply & Print

ince Relnigung BOros - (TD-A-050] irt SLA-Asset

@ Time Accounting -

Fig.: Example of a detailed view of a maintenance ticket
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The summary shows that this is a ticket of the type "Maintenance". Priority and status
settings can come from the ticket template used.

Checklists are also taken from the ticket template used, but are optional.

The references to the asset and service concerned are based on the information from the
creation of the maintenance plan.

The sidebar "Tickets for Service" shows further open tickets for the "Affected Services"
mentioned in the references.

The sidebar "Tickets for Assets" shows further open tickets to the "Affected Assets"
mentioned in the references.

The "Close ticket" button opens a dialogue with

+ Selection of the channel through which the information on the ticket is sent/
documented
+ Email, opens additional selection "Visible in Customer Portal
+ Note, opens additional selection "Visible in Customer Portal
+ No channel
+ "Account time" option
+ Two completion codes available for selection, which are documented in the
maintenance plan by a final "Save":

+ done
+ cancelled
]

@ If your maintenance plan is based on a completion-based planning type, the creation
of the next maintenance ticket depends directly on the completed closed ticket.
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10.2.3.5 Assets affected by maintenance in zoom view

If you open the asset affected by maintenance, you will see the following maintenance-related information in
the detail view:

AHI77000001 - [TD-A-050] First SLA-Asset

W Newhsset % ShowGraph o

# it (] Duplicate T NewTicket P Links & Prinkasset

[ servce sute PlanDus Date Campietion Due Date: Ticket Number Ticket tate
(] Reiigung Biro planned oert02023 o9/04/2023 2023090217000021 Brew
[0] Reingung Baros planned ou/17/2023 o9/1v2023 2022090217000047 anew
[ Reinigung Biros planned o8/24/2023 o05/18/2023 073090217000067 @new
] Reingung Biros planned o023 097252023 2022090217000085 Brew
[ Reinigung Biros projected 09/07/2023 10/02/2023

[ Reingung 8dros projected 09192023 100972023

[ Reinigung Biros projected 0972172023 101872023

[ Reinigun Béros projected 09/28/2023 1072872023

[ Reingung Baros projected 10705/2023 10302023

] v Crested st Creatzdby Based an clas definton
O ety 09/032023, 0437 1 ot assigned Yersion 2 (crested 09/01/2023, 04:03 PM}
Name: TD-A.050]Firt S Aczat
Current deployment state: Producton
Servica Catalog:
Posigned S TD-SLA001] Test SLA vl

Maintenance Calendar

September 2023 | CW 35-39 QO Today @ & Week

Monday Tuesday ‘Wednesday Thursday Friday saturday Sunday

1 e 3

I ReingungBarostage ¢

4 5 6 7 8 9 10
® Ticket#2023090217000021-Maintenance R..

11 12 13 14 15 16 17
 Ticket#2023090217000045-Maintenance R..

18 19 20 21 22 2 24
® Ticket#2023090217000067 Maintenance R..
25 2 27 28 29 20

® Ticket#2023090217000085 Maintenance R..

Projected Maintenance Reinigung Baros - A 3

Fig.: Example of detailed view of an asset affected by maintenance

1 In the "Maintenance Tasks" lane, you can see all planned and projected maintenance.
Tasks for which tickets already exist can also be found in the "Linked Objects" tab.

2 Analogous to the calendar in the maintenance plan module, you can see planned tasks
with the corresponding ticket number on the day to be executed. Clicking on a ticket also
opens a ticket info card with direct links.
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Analogous to the calendar in the maintenance plan module, you can see projected tasks
with a coloured background on the day they are to be carried out. Clicking here also
opens a ticket info card with direct links.
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10.3 The Order Management

A large number of comprehensive processes can be mapped with KIX, for example as part of order
management. How this works and what options the software offers, we will show you here using the
example of a procurement request for a headset and its processing.

10.3.1 1. Requirement notification

The first step is to report a requisition. The ticket for the procurement process is created with this
requirement request. This can be done in KIX either

take place automatically, e.g. about

+ an incoming email
+ by the customer in the Self Service Portal
+ orvia a web form integrated in an intranet.
+ be done manually by the agent creating the ticket himself when a call comes in.

In our example, the ticket is generated by the customer via the KIX Self Service Portal.

To do this, the applicant, Mr. Max Test, selects the "New procurement” ticket template in the self-service
portal. This template was created in advance by the administrator in the admin module of KIX Pro to make it
easier to record (see also "excursion"). The applicant enters all the required information in the template, such
as his name, the object to be procured (headset) and the notification text explaining the need.

When the form is saved, the request is automatically sent as a ticket to the employees of the "Procurement”
service team, who are responsible for requests of this type. They can view, check and edit the ticket in their
team folder in the KIX agent portal. For these employees we use the term "service employee" below.
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(@ Digression

Set up an automatic reply
An automatic reply can be generated and sent when the request has been successfully
received. The administrator sets up a corresponding job for this. Jobs are configured in the
Admin module under KIX > Automation > Jobs. Since the response should be sent after a ticket
has been created, "TicketCreate" is recommended as the executing event. Filters in the job can
be used to restrict the conditions under which the response is sent. For example, only if a ticket
is received by the "Procurement” team and the ticket subject says "Procurement request".

Create ticket template for the Self Service Portal
Administrators can create a template in the admin module of the KIX agent portal, which only
contains the form fields required for the purpose of reporting a requirement (Ticket >
Templates menu). You can configure the template so that it is available in the Self Service
Portal, already contains the ticket subject "Procurement request"” and takes care of the correct
assignment to the "Procurement” team. In this way, processes can be standardized and
effectively controlled.

Create quick functions
The service employee should be able to classify the ticket using a quick function and assign it
to another employee. To do this, the administrator can create a ticket action. The action can be
configured in such a way that only the necessary ticket parameters are displayed in the action
for editing or are already filled in. Actions thus provide the functions for the process-oriented
use of KIX. Actions are configured in the admin module of the KIX agent portal in the Ticket >
Actions menu.

Create individual (device) statuses
Administrators can create individual asset statuses so that service employees can, for
example, declare devices as "defective" or "depreciated”. This is done in the admin module of
the KIX agent portal under Assets > General Catalog by adding values to the
ITSM::Configltem::DeploymentState class.
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10.3.2 2. Processing of the ticket by the agent

The service employees see the incoming request as a ticket, for example in the home dashboard or in the
ticket overview. You can click it to open the detail view of the ticket. This contains all relevant information
about the ticket (the request) and the contact (applicant Max Text) in a clear form.

10.3.2.1 Verification of facts

¥ Hide

+ MNewTicket . % Contact Information -

Watch &= Print

— O

Martin Test

% cape ITGmbH

= miest@cape-it.de

T Open Tickets of Contact

T Open Tickets of Organisation

Af A MName Class

B14000008 Headset H123 Comg

T Tickets for Assets

Title
Mathing found.

Fig.: Assigned assets in the sidebar of the ticket detail view

The detailed view of the ticket also contains an overview of the assets (e.g. devices) assigned to the contact
in the sidebar - with direct access to the asset data. The service employee can see in the overview that Mr.
Max Text already has a headset (see adjacent figure) and it could therefore be a replacement order or a
second device.

To check this, the service employee can click on the headset in the overview and thus open its details. He
can now view all of the headset's data, as this is stored in the KIX asset database (assets module). In
addition, he can immediately change the status of the headset, for example to declare it as "defective", thus
saving himself additional mouse clicks (see also digression).
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10.3.2.2 Queries

To clarify the situation, the service employee still has a few questions for Mr. Max Test and asks for a photo
of the old device. To do this, he creates a new article on the ticket.

+ To do this, he clicks on the "New article" button and a tab opens:

+ First, the service worker chooses the channel in which they want to send the reply: note
(internal message) or email (external message). The corresponding fields then open. The
service representative selects email.

+ He selects whether the following article should be displayed in the Self Service Portal by
ticking the appropriate box.

+ In the Email form, he enters:

+ From ... who the email is sent from (is pre-filled by the system).

+ To ... who to send the email to. In our example, this is Max Test.

+ The subject of the email

+ The text of the email in the article content: The service employee asks Mr. Test to send
him a photo of the defective headset and asks his open questions.

+ When all relevant fields have been filled in, he clicks on "Send". Internally, the email is stored
on the ticket, externally it is sent to the entered recipient.

Mr. Max Test receives this email via his email program. The subject of the email contains the ticket number.
She ensures that Mr. Test's reply mail, including the attached photos, arrives as an additional article on the
ticket. KIX checks the incoming emails, sorts them into the appropriate teams using email filters and assigns
them to an existing ticket based on the ticket number. This ensures that the entire process is fully mapped in
one ticket. Email filters can be set up by the administrator in the admin module under KIX > Communication >
Email > Email filters.

10.3.2.3 Classification

After it has been clarified that Mr. Max Test needs a new headset because his previous one is defective, the
ticket can be classified. The administrator has already configured a ticket action "Classify procurement” in
advance (see digression).

This ticket action is available as a button in the ticket header. After clicking on the action, a form opens with
predefined input and selection options for classifying the ticket. The service employee now has the option of
setting the priority of the ticket to "1-high", noting additional information about the process and assigning the
ticket to his colleague, Ms. Stefanie Backer, since she is responsible for triggering the order. The ticket data
is changed and the ticket is assigned to Ms. Backer when the action is saved.
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Action Description
Priority (Prioritat) Evaluation of the priority for the following steps
Owner (Bearbeiter) Selection of the new owner
Article (Artikel) Justification for further proceedings
State (Status) Procurement request is: accepted / rejected

10.3.3 3. Trigger an order

After classifying the ticket and forwarding it to Ms. Bécker, she sees the ticket in her dashboard. She can
now take care of ordering a new headset for Mr. Test. To do this, you need the URL to the retailer's web shop
and the login data. Such and much more information can be stored in the KIX internal FAQ. For example, the
administrator creates an FAQ category "Logins". The administrator controls which service employee can
view which FAQs via the user administration in the admin module.

With the information from the FAQ entry, Stefanie Backer now places the order and leaves all the relevant
information about the purchase on the ticket. This is done by clicking on the "Edit" action. The form for your
entry of a new article will then open. It stores all data and information and saves them.

She then sets the ticket status to "Waiting for a reminder" and enters the expected delivery date as the
reminder time.
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10.3.4 4. Register new device

When the expected delivery date is reached, Stefanie Backer is automatically informed by the KIX and can
check whether the headset has arrived. Alternatively, she can ask the supplier again if there have been any
delays in delivery.

As soon as the new headset has been successfully delivered, Ms. Backer registers the device as a new asset
in the system. To do this, open the "New Asset" form and select the appropriate asset class. For the headset
it is the "Hardware" class. In the form, only fields marked with a * are mandatory. All other fields offer the
option of entering device-specific information if this is available and necessary. For the headset, Ms. Backer
stores e.g. the purchase contract and the guarantee certificate.

“ Deployment State: n Producton
* Incident state: @ < Operatonal 1

Genaral Information:

uuuuuu

p
N V- | -

03.06. 2022

Fig.: "New Asset" form

The newly created asset is then linked to the procurement ticket. To do this, Ms. Béacker clicks on the "Links"
button in the detailed view of the asset, searches for the relevant procurement ticket and links the two
objects with a "Relevant for" link.

10.3.5 5. Complete order

The final step is to hand over the headset to the applicant. To do this, Ms. Baker calls up the ticket again and
links it to the new asset and creates a new item to inform Mr. Test that his headset has arrived and that he
can pick it up from her.

To do this, she selects the "New article" action and uses pre-defined text modules in the form to fill out the
article text in order to save time and effort.

In these text modules, the names of the people involved in the ticket can also be set automatically using the

KIX placeholders. The text module is selected by entering "::" within the article text field. A selection menu
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opens with text modules that match the keyword (part) entered. The relevant text module is selected by
clicking on it.

If Mr. Test comes to Ms Backer to pick up his headset, she stores him in KIX as the new owner of the asset.
To do this, she opens the ticket in KIX and can see and open the new asset via the link (by clicking on the
asset). The asset detail view opens, on which Ms. Backer now selects the "Edit asset" action. In this form,
she enters Mr. Test as the new owner (organization and contact) of the asset. Now the new headset can be
handed over to Mr. Test and the signed handover protocol can be attached to the asset.

The procurement process is now complete and the ticket can be closed by clicking on "Close".
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11 Liability Disclaimer for KIX Pro

11.1 Liability for Contents

The contents of our pages and documents have been prepared with the utmost care. Nevertheless, no
liability can be accepted for any technical or editorial errors or omissions in this document. This also applies
to any incidental or consequential damages that may arise from the provision, function or use of this
material.

Please feel free to send any comments regarding design, additions or possible errors to our support team
(https://forum.kixdesk.com) at any time. We will gladly take up and implement sensible suggestions and
improvements.

All data, features and descriptions given in this work are subject to change at any time and without notice.
Personal names and company names are fictitious. Any coincidences with real persons and companies are
purely coincidental.

As a service provider, we are responsible for our own content on these pages in accordance with the general
laws pursuant to § 7 para. 1 German Teleservices Act. However, according to §§ 8 to 10 German
Teleservices Act, we are not obliged as a service provider to monitor transmitted or stored third-party
information or to investigate circumstances that indicate illegal activity.

Obligations to remove or block the use of information in accordance with general laws remain unaffected by
this. However, liability in this respect is only possible from the point in time at which a concrete infringement
of the law becomes known. If we become aware of any such infringements, we will remove the relevant
content immediately.

11.2 Liability for Links

Our website contains links to external websites of third parties over whose content we have no influence.
Therefore, we do not assume any liability for these external contents. The respective provider or operator of
the pages is always responsible for the content of the linked pages. The linked pages were checked for
possible legal violations at the time of linking. lllegal contents were not recognisable at the time of linking.

A permanent control of the contents of the linked pages is not reasonable without concrete evidence of a
violation of the law. If we become aware of any infringements of the law, we will remove such links
immediately.
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11.3 Copyright

The contents created by the site operators are subject to German copyright law. Duplication, processing,
distribution, or any form of commercialization of such material beyond the scope of the copyright law shall
require the prior written consent of its respective author or creator.

Insofar as the content on this site was not created by the operator, the copyrights of third parties are
respected. In particular, third-party content is identified as such. Should you nevertheless become aware of a
copyright infringement, please inform us accordingly. If we become aware of any infringements, we will
remove such content immediately.

Copyright ©2024
KIX Service Software GmbH, Chemnitz
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12 Purpose for which the use of KIX Pro is intended within a
medical context

KIX Pro is not suitable, intended or approved for the identification, prevention, monitoring, treatment, relief or
compensation of ilinesses, injuries and disabilities. KIX Pro is also not intended for the examination,
replacement or modification of the anatomical structure or of a physiological process. KIX Pro must also not
be used to directly control a diagnostic or therapeutic product. Furthermore, KIX Pro is not designed to be
used in conjunction with a medical device with the intention of enabling the medical device to fulfill its
intended purpose.

In a medical context, KIX Pro is exclusively intended for carrying out administration and database-related
tasks. If the above restrictions are complied with, KIX Pro is suitable for use in a medical environment

+ purely for documentation purposes, such as:

+ the general management of equipment in the form of managing and cataloging device data
(device meta data) such as names, IP addresses, series numbers, persons responsible,
guarantee periods, service providers, operating documents, license information, cost centers,
as well as the management/organisation of users, device instructions;

+ the central documentation of all activities and changes in the IT such as due to executed
maintenance activities or other service activities (e.g. medical device log book);

+ for compiling a knowledge database.

+ for automating and simplifying general management processes, such as:

« in service and technical customer service, for example in IT service (errors, changes,
maintenance);

« in building services (errors, changes, cleaning) or medical device technology.

+ for monitoring purposes and calendar functions, such as:

- for central IT services (network, email, data servers, SAP.,...);

+ and for error and requirement notifications for the IT team, building services, medical device
technology;

+ for the planning of regular maintenance works and reminders for replacing wear parts;

+ for the organisation of regular orders and planning the deployment of service technicians.

KIX Pro is not designed for enabling or guaranteeing the functioning of medical devices and must therefore
not be used for these purposes. If in the context of the aforementioned functions KIX Pro also allows data
exchange via an interface, please note that KIX Pro must not be used for data modification or for any type of
data control for medical or therapeutic purposes.

KIX Pro may only be used in a medical context within the approved parameters mentioned above. KIX Service
Software GmbH assumes no liability for any use that goes beyond or deviates from the approved
parameters.
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