Todo for IT3 - version 2


· Set up staff for IT3 - get a list of helpdesk staff from each ARC!

· Code changes:

· Staff "Assign to " dropdowns SB restricted by ARC:

· "add notes" template - "visible to" field SB restricted by ARC

· ticket -> search - "owner" filter SB restricted by ARC

· tickets -> insert filter: "owner" filter SB restricted by ARC

· KB articles from the search widget (at top right) need tooltip to display content

· Make the "Post Reply" tab visually distinct from the "Add Notes" tab on the ticket mgmt page

· set up "owner" --> "assigned staff" field 

· add phrase to "Resolved" reply to please set ticket to "CLOSED"

· Setting up alerts for staff and users

· set up/test observer alerts for staff assigned - Tony

· set up staff alerts to indicate when a resolved ticket is updated by observer

· Test the "SMS" function for ticket alerts

· create a howto for the admin guide

· Use-Cases: Document the use-cases and generate an evaluation form for IT3

· Staff-generated SB tickets between JAO -> ARCs, not involving the user

· Set up cross-ARC dept for proposal deadline (48 hours)

· Set up custom fields

· Test that user is notified when ticket is assigned

· Test autoclose messages/times (no 24 hour notice, only notify upon closure)

· Test Japanese language ticket xfer

· Test the forwarding of tickets to Tier-3 support?

· Create KB article for login - KB articles can be set to appear at top of list using the "display order" field 

· clear out tickets (closed tickets too?)

· Ask alisdair/matthias to update HD link on UP - DONE

· clean up KB categories

· ask mauricio zambrano to change "us" arc to "na" arc preference - DONE (MLacy)

· diagram of helpdesk entity relationships for 3-ARC implementation

· Create HD Admin guide 

