New Ticket

'

Is the Ticket's
Requset Type in a
Tech Group?

Assign to Lead
Tech for the
Request Type*

Setup > Techs > Tech Groups
> [Group] > Request Types

Setup > Tickets > Request Types
> [Request Type] > Lead Technician

Web Help Desk
Ticket Assignment Logic

Yes Supported

Level 1
Auto-Assign
Tickets

Place in pool of
tickets for Tech
Group Level 1

Setup > Techs > Tech Groups > [Group] > Level 1
> Assigned Techs

Specify e-mail recipients for new tickets at Setup >
Techs > Tech Groups > [Group] > Tech Group
Levels > Level 1 > E-Mail Recipients of Client
Updates

Setup > Techs > Tech Groups
> [Group] > Tech Group Levels >

Yes Level 1 > Auto Assign Tickets to

Lead Tech Group Manager

Assign to Lead
Tech for the
Request Type*

Assign to Manager

i ?
Auto assign to’ of the Tech Group*

Setup > Techs > Tech Groups
> [Group] > Tech Group Info
> Group Manager

Setup > Tickets > Request Types

Request Type] > Lead Technician )
>[Req ype]> May use Location Group Manager

instead if specified at Setup > Techs >
Tech Groups > [Group] > Tech Group Info

Level Tech

Get techs in
Tech Group Level 1

Setup > Techs > Tech Groups
> [Group] > Assigned Techs

<
Y

Filter out any techs not
currently scheduled or on
vacation

+ Setup > Techs > Techs >
[Technician] > On Vacation

Setup > Techs > Techs
> [Technician] > Specify Work Schedule

Is the ticket's
Location in a

Location
Group?

No

Setup > Locations & Departments
> Location Groups

Yes
> [Group] > Assigned Locations

Filter out any techs not in
the Location Group

Setup > Locations & Departments
> Location Groups
> [Group] > Assigned Techs

To enable Departments, check \ 4
Setup > Locations & Departments
> Options > Use Departments

Is the ticket's
Department in a
Department Group?

No

Setup > Locations & Departments
> Department Groups

Yes > [Group] > Assigned Departments

Filter out any techs not in
the Department Group

Setup > Locations & Departments
> Department Groups
> [Group] > Assigned Techs

Any Tech Group
Levels above the
current level?

Move Ticket to Next
Tech Group Level

Are any techs

remaining?
emaining Yes

Assign to Manager
of the Tech Group*

* If this Tech marked as
"On Vacation" the ticket is

assigned to the "Backup

Assign to tech who has
fewest load balance
tickets

Specify which status types are used in calculating ticket
load balance at Setup > Tickets >

Status Types > [Status Type]

> Use for Load Balance

Tech" in the Tech's profile




