Managing Support Ticket Escalations

Once you have created support ticket escalations, you can perform various actions on them.
Viewing Ticket Escalations

1. Access the Ticket Escalations page.
2. In the escalation’s row, click view.
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The View Ticket Escalation page appears with the Details tab active.
3. Click the Matching Tickets window to see support tickets that match the escalation rules.
4. Click Cancel.
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View Ticket Escalation: Accounts Receivable

Details  Matching Tickets

Name: Accounts Receivable
Priority: 1@

Enabled: Yes

Interval: 10 minute(s)

Active: Yes

During these periods:

Days of Month Days of Week Times
1-3 Mon Tue Wed Thu Fri Sat Sun 00:00 - 23:59
1-31 Mon Tue Wed Thu Fri Sat Sun 09:00-17:00

For tickets that match:

Department not Billing
Classification in Support
Subject text Contains: billing

Contains: cost

Perform the following actions:

Move to Department: Billing

Cancel

Editing Ticket Escalations

1. Access the Ticket Escalations page.
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The Edit Ticket Escalation page appears with the Details tab active.
3. Make any necessary updates.
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4. Click Save.
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Edit Ticket Escalation

Detwile  Times  Rulea  Aclioas  Msiching Ticksla (3]

Erglish{lISa) Hams Accolints Aeceivable
Frangais canadien Hame:

Poriugués (Parfugal) Name:

Prigeity 1 L]
Inderial: [} minte(s) 3
Enatiled: ® Yes O Ne

Deleting Ticket Escalations

1. Access the Ticket Escalations page.
2. In the escalation’s row, click delet
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A confirmation message appears.
3. Click Yes.

Enabling Ticket Escalations

. Access the Ticket Escalations page.

. Select one or more escalation you want to enable.
. Inthe Change select to field, select Enabled.

. Click the arrow icon.
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Disabling Ticket Escalations
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. Access the Ticket Escalations page.

. Select one or more escalation you want to enable.
In the Change select to field, select Disabled.

. Click the arrow icon
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