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1 Supporting Material

1.1 Acronyms

ALMA Atacama Large (sub)Millimeter Array

AOP ALMA Operations Plan

ARC ALMA Regional Center

CASA Common Astronomy Software Applications

DSO Department of Science Operations

EA East Asia

ESA European Space Agency

ESO European Organization for Astronomical Research in the Southern
Hemisphere

EU Europe

EURO-VO European Virtual Observatory
EVLA Expanded Very Large Array

JAO Joint ALMA Observatory

JIRA From Wikipedia: “Rather than an acronym, JIRA is a truncation of Gojira
(the Japanese name for Godzilla)”

KB Knowledgebase

MOU Memo of Understanding

NRAO National Radio Astronomy Observatory
NA North America


http://en.wikipedia.org/wiki/Gojira�
http://en.wikipedia.org/wiki/Godzilla�
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PHT Proposal Handling Team
USS User Support Specialist
VAO Virtual Astronomical Observatory
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1.2 Related Documents

No. | Title Authors Version | AEDM ID or document name
& Date
RD1| ALMAHelpdesk: | Various Version | AEDM# TBD
Requirements BO, 2011-
07-27
RD2| Kayako Various V3.6, http://www.kayako.com/manuals/
SupportSuite revision

13
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2 Introduction and Concepts

The ALMA helpdesk provides a mechanism for keeping track of user queries, thus
ensuring that user queries are answered in a timely and professional manner. The
helpdesk also provides a Knowledgebase, which can be used to find answers to common
queries without the need to send in a helpdesk ticket or without the user actually logging
into the helpdesk system.

The helpdesk system is accessed for users under the ALMA Single sign-on mechanism.
Staff with responsibility for answering tickets (User Support Specialists [USS]) will have
separate “staff” helpdesk accounts to log into the helpdesk.

The helpdesk setup consists of a single instance of Kayako, but staff at each ARC sees
only their own ARC’s departments and tickets. There is a mechanism for transferring
tickets between ARCs as well as submitting tickets to the Proposal Handling Team
(PHT). However, it is the goal of the helpdesk to “transfer knowledge and not tickets”.
So, the transfer of tickets between ARCs should be done sparingly and be contained to
only those tickets that require specialized expertise from a particular USS from another
ARC.

The helpdesk software (SupportSuite) is a product of Kayako Infotech Ltd., and is in use
in a number of other astronomical environments such as Spitzer, Herschel, ESA, Euro-
VO and NRAO. It is highly configurable and customizable, and a detailed description of
what is available is given in the Kayako manual. This guide is intended as a reference for
ALMA staff, providing an overview of key features of our particular implementation of
the Kayako helpdesk.

2.1 User and Staff Roles

Kayako keeps user and staff roles separate. USS should not usually need to submit tickets
as users except under special circumstances. To submit a ticket as a user, a staff member
would login to the user portal using their ALMA user ID and password (obtained through
self-registration on the science portal) and click on the “Helpdesk” tab to obtain the user
interface to the helpdesk.

Note that there is currently no relation between the ALMA user ID and the Kayako staff
ID. A staff member is free to set up the same username and password for both, but any
change in the accounts (for example, a password change) will not be transferred to the
other account.

Staff can either request an individualized username and password through their helpdesk
manager or helpdesk administrator or they will be assigned a generic username
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(commonly first initial and lastname) and password as well as default alerts specific to
their helpdesk role. The password for the staff role can be changed under the preferences
tab (Section 6.2) in the Kayako environment. Recovery of the username and password
for USER accounts are to be handled by the ALMA Science Portal support team.

A USS may sometimes have to submit a ticket on behalf of a user. This may happen in
the case where a ticket concerns more than one staff member (e.g. question on OT and
Simulator in one ticket) or the user is having problems logging into the helpdesk via the
Science Portal. In order to do this properly, under the “Tickets” tab, select “New
Ticket”, “Send email” and then choose the correct department in which to open the new
ticket. If it is necessary to open a new ticket for those questions on behalf of the user, it
is important to use the “Lookup” option (click on the small binoculars) to find the correct
user and email address when entering in the “User E-mail Address” field.

2.2 Workflow

We have a specific workflow in mind based on feedback from other US observatories
such as Spitzer and HST (Figure 1). Full details are given below:

2.2.1 Triage Role

Triage will usually be performed by a USS or the helpdesk Manager or other designated
individuals identified by each individual ARC. Triage can perform one of four tasks
when a helpdesk ticket is submitted (See Figure 1). Triage can:

1. Assign the ticket to themselves, post a reply and resolve the ticket.

2. Assign the ticket to another USS if they do not have the requisite expertise or to
properly distribute the workflow across the ARC staff.

3. Assign the ticket to another ARC or to the Proposal Handling Team (PHT)
through the Proposal Handling Department specific to their ARC as described in
Section 4,

4. Request more information from the user who submitted the ticket and change the
status of the ticket to “Pending” (Sections 2.2.4.2 and 7.1.3)

Triage can see all departments within the ARC in their view; in addition they can see the
“Transfer to XX ARC” departments and a Proposal Handling Department specific for
their ARC, which enable them to transfer tickets between ARCs and to the PHT,
respectively. However, as the goal is to “transfer knowledge and not tickets”, the transfer
of tickets between ARCs should be done sparingly (Section 4).

2.2.2 USS Role

A USS will, in general, be able to answer any ticket based on his/her expertise. A USS
can perform one of four tasks when assigned a ticket (See Figure 1). They may:
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1. Post a reply that resolves the ticket and set the ticket status to “Resolved”.
2. Request more information from the user who submitted the ticket and change the
status of the ticket to “Pending” (Sections 2.2.4.2 and 7.1.3)
3. Return a ticket to triage if they are (Section 7.2):
a. unavailable to answer the ticket in a timely fashion
b. believe it should be assigned to another ARC
c. find that the ticket requires a level of expertise that they themselves do not
POSSeSS.
4. File a JIRA ticket based on the submitted helpdesk ticket and change the status of
the ticket to “Resolved” (Section 2.2.4.3)

As such, USSs are set up to see all of the departments to which users can submit tickets,
and an additional “Return to Triage” department. They cannot see the “Transfer to XX
ARC” or Proposal Handling departments, which are only visible to triage and managers.

2.2.3 Manager Role

We have also included a description of the role of helpdesk manager (Section 5.3). The
manager will have oversight of the helpdesk, and overall responsibility for tracking
tickets. In addition, the helpdesk manager will be responsible for ensuring adequate
coverage from all USS in their ARC to guarantee a timely response of all submissions to
that ARC from the user community. The manner in which this coverage is recorded and
tracked is left to the manager of each ARC.

2.2.4 Ticket life-cycle

Our instance of Kayako allows the ticket to be assigned a particular status. The
description of each status is below and illustrated in Figure 1.

2.2.4.1. Open
Acticket is considered “Open” while work is being performed on it. In this status, if no
action is taken by either Triage or the assigned USS within 2 working days, the ticket
status becomes “Response Overdue” (Section 2.2.4.4).

2.2.4.2.  Pending
Resolution is awaiting response to a follow-up question addressed to the user. Aticket in
the pending status will never default to a status of “Response Overdue”.

2.24.3. Resolved
Areply to the ticket has been posted by a USS, which they believe solves the problem.
Also, if the user has submitted either a bug report or enhancement request to a software
subsystem, e.g. a new feature in SIMDATA or new VAO access to Splatalogue, that ticket
should also be posted as “Resolved” and the appropriate ticket should be filed to the
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corresponding JIRA system (Appendix C). The reply will include a request to the user to
close the ticket if they are satisfied with the response. This will be generated
automatically when the ticket status is set to “Resolved”. If no action is taken by the
user, the ticket is “Closed” after 14 days. The user will then be informed that their ticket
has been closed.

NOTE: Following standard commercial helpdesk practice, a USS does not close tickets.
This is left to the user. The resolved status is necessary so that tickets are not constantly
closed and re-opened by users or a USS in the process of answering the ticket. As such,
the ticket remains in the “Resolved” status until the user is satisfied with the response.

It is also possible that a user can reply to a “Closed” ticket. This action will
automatically re-open the ticket and dialog in the helpdesk. It is appropriate if the user is
not happy with the resolution but in this rare case, triage should see the reply to this ticket
which has been automatically re-opened and then request from the user that they open a
new ticket if this is a new issue or clarify the response to the ticket if the initial reply did
not adequately resolve their issue (Figure 1).

2.2.4.4. Response Overdue
If there has been no action taken on a ticket by either triage or a USS within the 2
working day time window described in Section 2.2.4.1, the status of the ticket will
change automatically to “Response Overdue”. (See Figure 1).

Also, if a USS replies to a ticket but does NOT set the status to “Resolved” the ticket
will remain “Open” indefinitely if no reply is posted by the user or the user changes the
status of the ticket. Because of this, it is important for the USS to set the ticket status to
“Resolved” after posting a reply (Section 2.2.4.3).

2.2.45. Closed
A ticket will be set to the “Closed” status if:

1) The user has reviewed the response to the resolved ticket, has agreed the
answer is satisfactory and closed the ticket

2) The ticket is closed implicitly through the user not responding within 14 days
of the ticket entering the “Resolved” status

3) The ticket subject is inappropriate for resolution by ARC staff (such tickets
may be closed directly by Triage or another USS).

Note that “Closed” tickets do not show up in the default ticket views; to view them,
change the view to “all tickets” or create a new view (Section 6.4.1). Aticket in the
“Closed” status will never default to a status of “Response Overdue”.
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3 ALMA Helpdesk Arrangement

The ALMA helpdesk has the following departments set up to send tickets to the user’s
affiliated ARC:

e General Queries (Science Portal/Registration, Documentation, Webpages,
Proposal reviews and assessment, Project tracking, other)

e Project Planning (Available Capabilities, Call for Proposals, Sensitivity
Calculator, Simulators, Splatalogue, other)

e Observing Tool (Proposal Preparation, Proposal Submission (general), Phase 2
process)

e Data Reduction (CASA, pipeline processing, etc...)

e Archive and Data Retrieval (archive access and queries, obtaining your ALMA
data)

e [Face to Face Support (Data reduction, sabbatical, science, short term, other)

All three ARCs share a single database, so departments can be set up such that all tickets
get sent to a single ARC or to all three ARCs. The single database also allows transfer of
tickets between ARCs whilst retaining the ticket ID and work logged on that ticket. A
JIRA system will be set up so that ARC personnel can submit tickets to the DSO in cases
where a user ticket finds a bug or requests an enhancement to one of the ALMA software
tools, systems or subsystems. Similarly, access will be given to the JIRA system at
NRAO or ALMA for reporting bugs and enhancement requests to CASA (including
simdata and Pipeline), Splatalogue and Archive. The Knowledgebase is also common to
all three ARCs and will be described in more detail in Sections 7.5 and 9.

3.1 Proposal Submission Emergency Department

During the last week before the Call for Proposals, a single department called “Proposal
Submission Emergency” across ARCs will be set up that will answer urgent tickets
concerning proposal submission. Triage for this department will start 36 hours before the
deadline with 24 hour coverage by EU, NA and EA. EA will open and EU will close the
dept at 15UT according to the following schedule:

e EA-03-09UT (12PM - 6PM Local Time)
EU-09- 15 UT (11AM - 5PM Local Time)
NA -15-00 UT (11AM - 8PM Local Time)
EA-00-08 UT (9AM - 5PM Local Time)
EU - 08 - 15 UT (10AM - 5PM Local Time) - 15UT - Proposal Deadline
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A manual handoff from one ARC to another will take place when the appropriate time is
reached. In addition, a representative from the JAO will also be “on call” 24 hours per
day starting 36 hours before the proposal submission deadline. Triage will have the
appropriate information available (phone numbers and email addresses) via:

http://wikis.alma.cl/bin/view/DSO/JAO On Call wiki

of who to contact at the JAO to immediately solve urgent problems with proposal
submission. After the JAO has resolved the problem they will report back to the Triage
who reported the problem and the solution. Finally, Triage will contact the users directly
by posting replies to the submitted tickets.

4 Policy for the Transfer of Tickets between ARCs or to the
Proposal Handling Team (PHT)

As discussed in Section 2.2.1, Triage has the ability to transfer tickets between ARCs.
This mechanism is intended to allow the helpdesk to leverage the worldwide expertise
available to ALMA. However, this process should not be done lightly and the mechanism
should be used only in the following circumstance:

e Aticket is submitted and assigned to a USS at one ARC. The USS knows specific
expertise exists in another ARC. In general, we prefer that the USS contact the
person with expertise at the other ARC directly (on the basis that exchanging
knowledge is preferable to exchanging tickets). The solution sent by this other
USS should then be contained in the ticket response and in these cases especially,
a Knowledgebase article should be published. Failing this, however (for example,
if the query is unusually complicated), the ticket can be returned to Triage with a
note (Section 6.3) from the USS in the originating ARC explaining the
reassignment.

When a request for a ticket to be transferred is sent by a USS back to triage:

e The USS must include a note (Section 7.3) in the ticket as to explain why the
ticket is better suited to be reassigned to another ARC instead of the USS
contacting the relevant expert themselves.

e Triage should send a reply to the ticket user explaining that it has been transferred
to another ARC.

e Upon receipt by the receiving ARC, the ticket should be treated as a new ticket
and assigned to the appropriate USS.


http://wikis.alma.cl/bin/view/DSO/JAO_On_Call_wiki�
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For those tickets that require assistance from the Proposal Handling Team (PHT), Triage
will follow the workflow listed below:
e Triage will assign the ticket to themselves.
e They then transfer the ticket to one of 3 separate private departments of the
helpdesk (Proposal Handling — NA, EA, EU).
e When a ticket is assigned to this department, the PHT account alerts have been set
up so that the PHT will get an email alert that a new ticket has been submitted. A
PHT account for the helpdesk will include an email exploder to the entire PHT.
e However, in order for that ARC not to lose control of the ticket, triage does NOT
assign the ticket to the PHT.
e The PHT will add a note(s) to the ticket with the resolution.
e The ARC triage then replies to the user.
This workflow ensures that only members from the ARCs interact with their users.

5 Service Rules and Management

5.1 Service Rules

The ALMA helpdesk will need to have a uniform service level between the ARCs (so far

as practical). In general, replies should be courteous and professional in tone. In addition,
direct emails between the USS and the user (not through the helpdesk) should be avoided
so far as possible.

1)

2)

3)

Users will receive a customized reply to their ticket within 2 working days of
receipt by the ARC. Ideally, this would be a resolution of the ticket, but could
simply be a statement that the ticket is being worked on and, if possible, with
an anticipated timescale for resolution. Ticket replies will be “signed” by the
sender of the reply, but any updates to the tickets will be through the helpdesk
rather than in the form of a personal email (Kayako facilitates this by sending
out emails with staff names, but a “no-reply” address).

If a helpdesk ticket is assigned to a USS by triage, the USS should make sure
that “due diligence” is done in order to find the correct resolution to the ticket.
In many cases this may mean that a USS may need to review and revise the
existing documentation or consult with other experts to resolve the ticket.

When a ticket is passed to another ARC, the triage at the initial ARC will send
a reply to the user through Kayako stating that the ticket has been transferred.
When the ticket is received by the recipient ARC, it is treated as a new ticket,
with a customized reply being sent within two working days. Responsibility
for that ticket is considered to have been transferred to the receiving ARC.
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4)

5)

6)

Open tickets that require clarification or technical details from the user will be
set to “Pending” until the appropriate information is received by either Triage
or a USS from the user. At the same time, a reply will be posted to the user
stating the ticket status and giving a reason why the ticket has not been
resolved.

All helpdesk tickets reporting a software problem must be verified by a USS
to establish that they are not due to user error, improper documentation, or
something other than a true software bug. The USS should use a system
(operating system, software version, etc.) as close as possible to that used by
the submitter, provided it is within supported specification for the software in
question in order to properly examine the issue.

If a ticket is a confirmed request (see item 5) for an enhancement or reports a
bug to one of the existing ALMA software tools, systems or subsystems, then
the appropriate USS at each ARC designated as the cognizant lead (or a USS
certified by the cognizant lead — see Appendix C.) of that subsystem should
submit a JIRA ticket or similar to the appropriate agency (typically JAO/DSO
or obsCIPT), and “Resolve” the helpdesk ticket stating that a JIRA ticket has
been filed. There will be a 'known issues' page for all software subsystems
that can track bug and enhancement requests (CASA and the ALMA-OT
already have said pages) managed by the subsystem scientist that will be
linked to from the helpdesk Knowledgebase. This will ensure that the
helpdesk does not have to constantly have to update Knowledgebase articles
on the status of bug or enhancement requests. The workflow in this case for
bug or enhancement requests is:

a. Before triage replies to the user who reported the bug report, triage
first checks the “known issues” page to see if the bug has already been
posted and before assigning the ticket to a USS for confirmation.

b. Following the service rule in item 5, triage or a USS confirms the bug
reported in the ticket using a supported platform as close to user’s as
possible.

c. Once the bug has been confirmed, triage assigns the ticket to the
cognizant lead or a certified representative as given in Appendix C. If
the ticket was assigned to a USS, they send it back to triage for
reassignment to the lead. A reply is sent to the user stating that their
bug report has been sent to the “bug reporting system” (users don’t
need to know what JIRA is) and that they can track the progress of the
problem off the “known issues” page which will be posted to the ticket
and the KB article.
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d. The ticket is then set to “Resolved” because the issue is already being
tracked in JIRA and the user’s helpdesk request should be
accommodated. This workflow eliminates the need for any ticket to
go to “On Hold”. Users can then track the progress of the ticket off
the “known issues” page or re-open the ticket if they don’t see their
issue reported.

e. Ticket resolutions that are likely to be of interest to more users than the
ticket submitter alone, and which are not already in the
Knowledgebase, should be added to the Knowledgebase by the USS as
a “Draft” when they resolve the ticket. Specific information which
could identify the ticket submitter and any information which could be
considered proprietary (such as target coordinates) should be removed
from the article prior to publication in the Knowledgebase (Section 9).
This draft article will then be submitted for publication after it has
been given the appropriate review.

Action item for all (including SciOps IPT and ARC Managers) - Please ask the
subsystem scientists to maintain their known issues pages or create a known issues
page if not yet generated for the users to search on. If the subsystem scientist changes
the URL of the page, please inform the helpdesk. Because the subsystem scientist
would be the best person to keep up with the known issues, it makes more sense for
them to maintain it then having a USS generate and regenerate Knowledgebase
articles of the issues.

5.2 Ethics in USS Support

Given the nature of support provided by the helpdesk system, it is possible that an
extensive amount of correspondence is required to resolve a particular helpdesk issue
between a USS and ALMA user. It is not ethical for a USS to ask to take part in a project
in exchange for the additional help provided by that USS in the helpdesk. In other words,
USS should not try to become collaborators on projects using the helpdesk.

If the ALMA user asks the USS to take part in the project given the expertise they have
provided, the USS may join the project if there are no conflicts of interest. The request
from the ALMA user to the USS to join the project must be captured in the helpdesk.

If there is any question as to the ethical nature of the user request for a USS to join the
project, the USS should discuss the issue with either the Helpdesk or ARC manager
before making a decision.
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5.3 Management

The Helpdesk manager at each ARC is responsible for ensuring that the agreed to service
expectations are met, and for scheduling triage personnel to ensure service coverage.
He/she is also responsible for providing reports to the ARC management on Helpdesk
usage and statistics on the response times and distribution of tickets by status (“Open”,
“Pending”, “Resolved”, “Closed”).

6 Staff interface details

6.1 Staff view: logging in

To login and access tickets as a staff member, staff should visit the following site
appropriate to their ARC:

https://alma-help.nrao.edu/staff/ (NA)
https://alma-help.eso.org/staff/ (EU)
https://alma-help.nao.ac.jp/staff/ (EA)

and login with their staff account provided to them by their local helpdesk administrator
(Section 2.1). The login window for staff is shown in Figure 2. Upon login, staff will be
directed to the helpdesk staff dashboard appropriate for their parent ARC. This will show
the departments of which the staff is a member, and notifications of new, updated and
overdue tickets (see Figure 3).

Atacama Large Millimeter/submillimeter Array
Observer Support

3.70.01 09 Mow 2010
Username: |£Jp naasc-staff |

Password: |..tt.tt..t..tt |

Remember Me: @ ves Mo

Logged out successfully

Powered by SupportSuite
Copyright ©@ 2001-2010 Kayako Infotech Ltd.

Figure 2: The staff login view
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» Quick Insert

< Ticket Statistics < Friday, 10 December 2010 &
8] Contact ~1 Mew tickets since last login: 3
[ Evert 1 Tickets updated since last login: bapid
Z] Task tlew chats since last login 9
&3 Anicle e
[T Fite L0
& Mews 12:00
44 user 130
14:00

% Filter Tickets 15:00

[ view All 16:00
< Filers 17:00
E [ Labels 1800

|7 General Queries (MA) 19-00

[E5 Observing Preparation (NA)

: . . Day | Work Week H Wesk
|75 Observing Tool and Proposal Submission (NA)

Today || Mews (1) ]

&[5 Data Reduction (&)
|F# Archive and Data Retrieval (NA)
P ARC Support (NA)

E'@ RetUMm 1o Trieg

s Online Staff

) NAASC Staff

T Bownloads. [ News

Atacama Large Millimeter/submillimeter Array

Logged In' NAASC Staff | Support Center | Admin CP | Logout

e B e

Month

Copyright @ 2001-2010 Kayako Infotech Lid

Figure 3: Default dashboard view under the “Home” tab showing all departments associated with that ARC

and recent helpdesk activity.

6.2 “Home” Tab

The view under the “Home” tab is illustrated in Figure 3. In the staff view, you can see
all the departments in that ARC (bottom left) as well as the status of any new tickets or
updates to resolved tickets (middle). From this tab, staff may also use the “Preferences”
menu to control settings, set their calendar view(s) and change their password. For
example to change your notification email, follow: Home -> Preferences -> Settings ->
<change email address> -> Update Details (Figure 4).



ALMA Science Operations | Doc
#:HelpdeskStaffManual_v.2.4 ALMA
ALMA Helpdesk _Template.docx

Date: 7/28/11

Status:Draft

Page: 19 of 49

Hor.e Tickets Teal Knowledgebase Downloads News Users

yfshboard | Preferences® | Private Messages

@ Settings rence:

s Quick Jump
[&] wark Schedule

» Dashboard
Prelerences &3 Change Password
» Pryate | Hadquired Fieids
Team Staff - NA
» Online Sta e ] N | NAASC Staff |
) NAASC Staff Enteryour full name. This will be publicly visible to your users and also used as the from name in all outgoing e-malils.

E-mail & ao.edu 5 ]

Enfer your personal e-mail address here. All alerts assigned to your account will be sent to this address. Make sure
that this address has not been associated with an e-mail queue. If there is an already existing e-mail queue with the
same address. it may create bounce-back loops, causing performance problems.

Time Zone § ) ) ) | -+ Use the default time zone -- -
Select the ime zone that you reside in. f you choose a time zone here, it will override the default time zone.

Enable Daylight Savings
| Select whether of not you wish to enable Daylight Savings Time.
|

Oves @no

Enable Private Message E-mail Alerts @ ves O No
Select whether of not you wish to receive e-mall alerts when a private message is senttoyou

Enable Private Message JavaScript Alerts @ ves O No
Select whether of not you wish to be prompled by an on-screen message when a private message is senttoyou

Cptional Field

obis tumbe R
It you wish to recelve SMS alerts. enter your mobile telephone number.

Note: Enter only your telephone number without spaces, dashes or other symbols.
Example: '18005551212"

Signature

Enter the signature that you would like to be appended to all outoging e-mails.
Example:

John Smith

My Company

hitp:#mycompany.com’

Update ®

4o Back

Figure 4: Changing your notification email address

6.3 Alerts

An alert is sent as an email (or Short Message Service - SMS) so a staff member gets
notified of changes in a ticket status or if a new ticket has been submitted and assigned to
them. By default, a staff account is set up by the helpdesk administrator to receive email
alerts as specified by their helpdesk role. (triage, USS, or manager). Figure 5 shows the
Alert Events that can be selected.
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I View Al
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g [E58 Observing Preparation (NA)
& {3 Observing g Tool and Proposal Submission (A}
% |58 Data Reduction (NA)
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; [ ARC Support (NA)
:. 5 Return to Triage (NA)

» Quick Jump

[Hf manage aens
 Insen Alen

» Online Staff

) NAASC S1aft

Alert Title [

Enter a title for the alert

Alert Type E-mail >
| Select the type for the alern. |:

E-mai The alen will be sent 1o stalf users via e-mail
| SMS: The alert wil be sentto staff users via Short Message Service on their motile phone. For more
information on SMS, please refer to the SMS gateway section of the user manual

| Alert Scope

Select the scope of the alert 1f the alert is Publc,” itwill be sent1o all staff users. If it is “Prvate,” it will only be Privale
sent tothe stafl userwho created it
A -

it Cuints L new Ticket

Select the events that will cause this alern 1o be sent
] Wew Cilent Reply

] new Stat Reply

] Tieket Move

| [ Tieket Fiagged
[ Wew Note

| a Siatus Change

| ] Tiewet Edited
LI priosity Change

| O] Tieket Assigned
L] icket Merged

| [ postGeleted

| Run Only For Assigned Tickets

M enabled, the alen will only be sentfor lickets assigned 1oyou.

Filter By Department - All Departments - x|
1t a department is selected here, the alert will only be sent for tickets within that deparment. Ctherwise, all 5
departments will be used

Filter By Ticket Status

If aticket status is selected here, the aler will only be sent for tickets with that status. Otherwise, all statuses.
will be used

Filter By Ticket Priority - All Ticket Priorities - +|
It & ticket priority is selected here, the alertwill only be sent for tickets with that priority. Otherwise, all pricrities
will be used. For exampie. you may wish fo only be alerted via SMS for the Critical priovily

f

A ¥es 2 No

~ All Ticket Statuses - ||

Figure 5. Alert events that can be set up by a user via email or SMS notification.

To set up an alert, login to the helpdesk (Section 6.1) and hit the “Tickets” tab on the top
row of tabs, then the “Alerts” tab on the second row down, and select “Manage Alerts”
from the drop-down menu to see which alerts are currently set up. To set up new alerts,
hit the “Alerts” tab and select “Insert Alert Rule” (see Figure 5). To finish inserting the
rule hit the “Insert” button at the bottom of the page.

The default email alerts for the following roles should be:

USS:

New Note
Status Change

Triage:
o New Ticket

New Client Reply

Ticket Assigned

e New Client Reply
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e Ticket Move — will get notification if the ticket is transferred, moved or returned
to triage

e New Note

e Status change — will get notification if the response is overdue

e Ticket Assigned

Manager:
e Same as triage but add Ticket Closed.

In general, for the USS, the alert options should be set to run only for those tickets
assigned to the USS, for all departments, all ticket statuses and all ticket priorities (See
“Alert Options” in Figure 5). Also note that changes made by you to a ticket will not
activate an alert. Alerts are only activated for ticket changes not made by you.

For Triage, the alert options for Ticket Assigned, New Client Reply and New Note
should be set only to run for those tickets already assigned to Triage, for all departments,
all ticket statuses and all ticket priorities. However, for New Tickets, Ticket Move and
Status Change, the Triage should view all tickets, not just those assigned. That is, “Run
Only for Assigned Tickets” should be “No” in the Alert Options menu (Figure 5).
Finally, the manager should track all tickets so the “Run Only for Assigned Tickets” alert
option should be set to “No” for the manager for all ticket alerts.

6.4 “Tickets” Tab

Under the “Tickets” tab are the options for servicing tickets, including viewing them, and
setting up alerts (section 6.3) and filters.

6.4.1 Viewing Tickets
To view tickets: Tickets -> Manage Tickets -> Views.

From “Views” a staff member may choose from one of the pre-defined “public” views
(Figure 6), or define their own “private” view. By default, there are a limited number of
public views that have been set up for USS. The “Default View” shows all “Open”
tickets assigned to the staff member; the “Staff” view shows only those tickets that are
assigned to the staff member. A USS has the ability to set up any number of “private”
views including viewing “Closed” tickets. As a rule, “public” views should not be edited
except by the helpdesk administrator.

To create a new private view: Tickets -> Manage Tickets -> Views -> New View

Once a list of tickets is shown, clicking on either the ticket ID or the subject will allow
the ticket text to be viewed.
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It is also important to follow the “department breadcrumbs” when viewing tickets (Figure
7). If you are in a helpdesk department and change your view, it will display that view
for that department ONLY. Therefore, if you are actively searching for a ticket using
views, it is best to return to “View All” tickets to test that view.

Atacama Large Millimeter/submillimeter Array
Observer Support

Logged In: Tony Remijan | Support Center | Admin CP | Logou

» Filier Tickets o A
_[Eview Al

[ Filters
...[[]i Labels
. [ General Queries (NA) ] Date
;[ Project Planning (NA)
;[ Observing Tool (NA)

;..[F51 NAASC Operations e

;. [[% Proposal Handling (NA) post

1 Dala Reduction (NA) [J 15Jul 2011 2:03 AW Kelly Sharp m‘:g'\stznam:e - 2018 General Queri.. Kelly Sharp Overdue Default Resolved
;1[5 Archive and Data Retrieval (NA) gisregard

., [ Face to Face Support (NA) email alers

. [ Transfer to EU ] 14Jul 2011 319 PM Kelly Sharp :‘“;I':i'::;fam- 2017 NAASC Operati Kelly Sharp Default Resolved
4 [ Transfer to NA assignments

. [B Transfer to EA highligh the

4 Return to Triage (NA) "emergency
[] 143ul 2011317 PM Kelly Sharp prop 2016 NAASC Operati Kelly Sharp Default Open
... [F Helpdesk Issues e —

.+..[ Proposal Submission Emergency dept

Messages || Quick Search Options

t Ticket ID v Department Assigned Staff Due Priority Status

[ 21 Jul 2011 610 Al g Op *lsionary 2021 Proposal Hand Gerald H. M. Sc. Default Resolved

Figure 6: Selecting a view - USS can create new private views but should avoid editing the public views.
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Atacama Large Millimeter/submillimeter Array
Observer Support

Knowledgebase Downloads

Manage Tickets | Search+ | MNewTicket+ | Predefined Replies+ | Alerts+ | Filters= | Repors+«

s Filter Tickets 0 »» Manage » Face to Face Support (MA)

------ V'BWA” 2SS Views » Labels » Mass Acﬁon|

[0 Labels Ticket List (Triage View)

[ General Queries (NA) []  TicketID  Subject Department Status
]____ Project Planning (MA)
]____ Observing Tool (NA)

]._,, Data Reduction (MA)

]____ Archive and Data Retrieval (NA)

]____ Face to Face Support (NA)

o [F Transfer to EU
H
al
al
J}
H

_|F= Transfer to MA

_|F= Transfer to EA

Return to Triage (NA)

Helpdesk Issues

_|F= Proposal Submission Emergency

o O O OO OO o OO e O O e OO e OO e OO e OO

» Online Staff

] Tony Remijan

Figure 7. Illustration of the Department “breadcrumbs”. If you are switching views, the view will only
change for the department you are currently viewing.

6.4.2 Filters and Ticket Searches

On the left-hand side of the Kayako interface web page is an area headed “Filter tickets”.
This allows the user to display tickets by department and status (Figure 8). In addition,
under the “Tickets” tab is an option to search tickets via a quick or advanced search.
Filters can be created publicly or privately. A private ticket filter is only accessible by the
staff user who created it, meaning that staff members can create and manage their own
ticket filters.
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Atacama Large Millimeter/submillimeter Array
Observer Support

Logged In: MAASC Staff | Support Center | Admin CP | Logouw

M

p

» Tickets » Insert Filter

» Filter Tickets +

. View Al i

.5 Filters Eiker Title

[0 Labels Enter a title for the filter.

- [ General Queries (NA) Filter Type = e

-3 ® e

@ODsewln Preparation (NA) Select the type of filter to create. Public filters are visible to = Public Private

rﬂ 9 P all staff members, whereas private filters are visible only to

el |78 Observing Tool and Proposal Submission (NA) the staff member who created them.

r;]__ﬁDataRedumion (NA) T L TR iR e s ]

@ Archive and Data Retrieval (NA)
-5 ART Support (MA)
: |78 Return to Triage (N&)

% [ subject ~|| [ containe -1

E‘gi Mew Criteria @ Watch All Filter Rules O Match Any Filter Rule

» Online Staff C Insert D

] NAASC Staff 4 Back

Figure 8: Managing and setting up a search filter.

6.4.2.1 User Created Filters

To add a filter: Tickets -> Filters -> Insert Filter. (Figure 8). Tickets can be filtered on
many properties such as subject, status, owner, time since creation, last activity etc. In
particular, a filter selecting “pending”, “on hold” or “closed” tickets can be useful as the
“views” display only open tickets. The new filters appear on the left-hand “filter” area of
the interface and may be applied simply by clicking on them. For more information
about how to set up a specific filter using all the available logic inside the Kayako
system, see pages 132-136 of the Kayako manual (\ersion 3.6, revision 13).

7 Procedures for Responding to tickets — Triage

By default, as described in setting up the alerts in section 6.3, Triage personnel at the
ARC will receive email notification that:

e anew ticket has been received
e aticket has been assigned from another ARC, or
e aticket has been returned to triage

NOTE: If in your role as Triage, you do NOT get an email notification; your alerts may
not have been set up properly or may have returned to their default values. In this case,
refer to section 6.3 on what alerts should be set up for a triage staff member.
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The on-duty triage USS will then login to the helpdesk (Section 6.1) view tickets to find
the ticket in question (Section 6.4.1) (or click on the “new tickets since last login” link on
the dashboard).

7.1 Examining a Ticket

Once the USS has located the ticket they wish to work on, clicking on the ticket ID or
Subject will open the ticket (Figure 9). Tickets opened in this window may have a
number of actions performed, including assignment, change of status and posting a reply.

W Atacama Large Millimeter/submillimeter Array

Observer Support

Logged In- NRASC Staff | Support Center | Admin CP | Logout

‘Knowledgebass

Manage Tickets | Search= | MNewTicketw | PredefinedRepliesv | Alensw | Filters¥ | Reporiss

s Filtar Tickets © = Manage = ARC Support (NA) = Cpen
= :"M Al Views « Labels » Mass Action Mezsages ~| | ok Search Options |
< Filers >
@ [T Labels | mickel List (Triage View
4 [ General Queries (NA) [ TcketiD  Subject Department Status Priority Assigned Staff v Observer Name
r [ Obsarving Preparation (NA) | [0 ces-717551 wer ARC Suppor ( Oper Defaul ~Unassigned - Kelly Sharp
@B | Observing Tool and Proposal Submission (NA) U ARC Support ( Oper Default ~Unassigned - Kelly Sharp
- Diin Reduction (NA) m@ ARC Support { Oper Default = Unassigned - Kelly Sharp
g3- B Archive and Dala Rewisval (NA) [ Quw.ss22a0 2sasasdl ARC Suppert { pen Default _ Unassigned Kelly Sharp
- EBARC Support (A) O qgearam fghigh ARC Suppont ( Open Default —~ Unassigned Kelly Sharp
4 [F3 Return to Triage (NA)
L [0 GrQaersozz hikhik ARC Support (.. Oper Detault - Unassigned - Kelly Sharp
# Online Siaft [0 PwP.ssIse sdigsdig ARC Support { Oper Default ~Unassigned - Kelly Shaip
_J NAASC Siaft [0 ESR-742918 wenwer ARC Support Cper Delault ~Unassigned - Kelly Sharp
ﬁ DIZ-547396 fghfgh ARC Suppon ( per Default - Unassigned - Kelly Sharp
[0 LFx-257658 dig ARC Suppor (. Oper Detault —Unassigned — Kelly Sharp
[0 UFLL635595 sdisdl ARC Support { Oper Delault ~Unassigned - Kelly Sharp
1 PLL386198 sdfsdl ARC Suppon (. Default =Unassigned - Kelly Sharp
Home Copyright © 2001-2010 Kayako infotech L1g,

Figure 9: Selecting a Ticket. Click on either the ticket ID or Subject to open a ticket.

7.1.1 Assigning a Ticket

If Triage believes this ticket requires USS expertise, they will assign the ticket to the
appropriate USS. The “General” tab allows (re)assignment of a ticket through clicking
on “-Unassigned-" in the “Assigned Staff” field in the ticket header (Figures 10 and 11).
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Figure 10: The “General” tab after a ticket has been opened. Click on -Unassigned- to (re)assign that
ticket to a USS
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Figure 11: View after -Unassigned- has been selected. Triage can now select an owner for that ticket.
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NOTE: While it is possible for a USS to reassign a ticket to another USS, this is not
the recommended workflow (See Section 8) and should be avoided.

7.1.2 Posting a Reply to a Ticket

If Triage believes they can answer the ticket or requests more input from the user or a
USS, the “Post Reply” tab allows a reply to be made to the ticket. In this case, Triage
should assign the ticket to themselves before posting a reply or requesting more
information from the user. In addition to the large text box where a reply can be written
(Figure 12), there are also options to place pre-defined replies or knowledgebase articles
into the reply by clicking on the “+Predefined Reply” or “+Knowledgebase” menus
above the reply box (Figure 12). Hit “Send” to send the reply to the user.

If you want to capture the resolution of the ticket into the knowledgebase, check the
“+Knowledgebase” box to the lower right before hitting “Send” (Section 7.5).
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Geperal Pozt Reply Forward Follow-Uy Billing History (13) Chats (D) Audit Log

< Filters
- [y Labels
9 General Queries (NA)
(ol ] Observing Preparation (NA)
4 8 Observing Tool and Proposal Submission (NA)
@ 58 Data Reduction (NA)
o] Aschive and Data Retrieval (NA)
B3 ARC Support (NA)
- B Retum 10 Triage (NA)

w Online Sta

| NAASC Siatt

Due:| = Time Worked: [(in mimates) |
[ 4 Predefined (Q 4 Knowledgebase )] Send E-mail

(Smd Ll)ave as Draft J I Follow-Up H Add Note I ‘ FE-mail Options “ Attach Files J I Spell Check I

\;« SLA: ALMA E2E 23 Template Group: us « Previous Ticket Next Ticket »

Figure 12: The “Post Reply” tab view. A USS can either select from a predefined set of replies or
knowledgebase articles. In addition, it is possible to capture the reply to the KB by selecting the
“+Knowledgebase” checkbox.
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The user will receive an email that contains both a link to the ticket as well as the
resolution submitted in the text of the email. It is also necessary that the USS change the
status of ticket to “Resolved” (Section 7.1.3).

It is possible by changing the views, that a USS can see tickets that they have not been
assigned. A USS should NOT reply to aticket that they have been not assigned.
However, a USS should feel free to add notes to a ticket that can be either viewed by
everyone or a particular USS (Section 7.3).

In addition, it is also possible that triage may receive a reply from a user that is not
directed to the USS assigned to their ticket. In this case, triage should post the contents
from the user in a note attached to the ticket and in the future try to discourage this
correspondence.

7.1.3 Changing the Status of a Ticket

All USS should remember to change the status of a ticket as necessary after posting
a reply.

In addition, the status should be based on the action required/needed for that ticket
(Section 2.2.4). To do this, hit the “General” tab, click on the status of the ticket and use
the pull-down menu to select the new status OR change the status of the ticket while
posting a reply in the “Post Reply” tab (Figures 13 & 14). REMEMBER, a USS should
not close a ticket (Section 2.2.4.3).

Rl Atacama Large Millimeter/submillimeter Array
\__\:"— Observer Support
ALMA

Logged In: MAASC Stalf | Suppert Center | Admin CP | Logout

Manage Tickets | Search~ | NewTicketw | Predefined Replies= | Mlenis~ | Filters | Reporis~
et 3> Manage = ARC Suppert (NA) = Open = wer (CBB-717531)
W Flag Ticket
@' SLAPlan -
] Mark Due From ‘VNMSCV Staff <do-pltreply@mrao edu> ;},I
@ Options Quickinsert (9 Quote~  [% Predefined Replies~ (% Knowledgebase = (% Downloads «
) Expont Department | ARC Support (NA) +|| Owner.[ NAASC Starr ~|| saws
Properties o T - ' !
Filier Tickets | Prionty:[ Defautt =]
< Filers r Pending

5 [y Labets | por
: Resolved

ration (NA) |
ol and Proposal Submission (NA)

= |
eduction (NA) S " : i

elieve this solves your problem.
and Dala Retrieval (NA) your p

pport (NA) |

Due = Time Worked: (i mimtes)
[ 4 Predefined [ 4 Knowledgebase [7]Send E-mail

[ sema  |[ saveazprar |[ Folow-up |[ AddNote |[ Eman Options | [ Attach Fies | [ Spel Check |

Figure 13: Changing the status of a ticket inside the “Post Reply” tab.
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[ View All
< Filters Project Code: wenwer oz
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% [E8 Archive and Data Retrieval (NA)

v ow oW

4 [ ARC Support (NA) Keily Sharp Posted on: 09 Dec 2010 533 PM

& [E3Return to Triage (NA) usen werwer

» Online Staff E-mail: ksharp@nrao edu

) NAASC Stalt NAASC Staft Posted on: 10 Dec 2010 1:59 PM
Taee

| belisve this solves vour oroblem

Figure 14: Changing the status of a ticket inside the “General” tab.

7.2 Changing the Department of a Ticket

Occasionally a USS will need to change the department of a ticket (for example, to
Return to Triage). Clicking on the “General” tab allows the department of a ticket to be
changed through clicking on the Department field in the ticket header (Figure 15).
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Atacama Large Millimeter/submillimeter Array
\_\::- Observer Support
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Manage Tickets | Search~ | MNewTickel» | Predefined Replies» | Alens~ | Fillers» | Repors~

» Ticket Options » Manage = ARC Support (NA) » Open = wer (CBB-T17531)

¥ Flag Ticket 5
& Reply | Forward | Follow-Up | Biling | Add Notes | Release | History (13) | Chats(0) | Audit Log | Edit
& SLAPlan 5

ciet 1D Department Assigned Staff Status Prionty

] Mark Due
Options cee-71TSUAR AASC Staff |l open =] peraut I
o Export General Queries (NA)

C e Preparation ()

| Observing Tool and Proposal Submission (NA)

»» Filter Tickens
NAASCVIS! pata Reduction (NA)

= View Al y | Arclave and Data Retrieval (NA)
% Fitters Project Code: | ARC Support (NA) Approximate Begin Date
[y Labets Approximate E_Retirn to Trage (NA) Number of visitors (1-3). 1
m- S
+ [P General Queries (NA) Suggmated Hosttrkrd.
& I8 Observing Preparation (NA) ]
[ Observing Tool and Proposal Submission (NA) View Al J) SLA: ALMA EZE ™) Template Group: us « Py
 gmmm—_ S ——
[ Archive and Data Retrieval (NA)
[ ARC Support (&) Kelly Sharp | Posted on: 09 Dec 2010533 PM
@ I¥8 Return to Triage (NA) usan wenwer
» Online Staff e 1 R | E-mail: ksharpinrao edu
] NAASC Stafl NAASC Sttt Posted on. 10 Dec 2010 1:59 PM
STen
| believe this solves your problem.
e R E-mail: aremijan@nrao edu
page 10f 1 RO Y ) SLA ALMA E2E ) Template Group: us « pr

Figure 15: Changing the Department of a ticket inside the “General” tab.

7.3 Adding Notes to a Ticket

Tickets may be annotated by a USS without these notes being visible to the user. Notes
can be applied on a per-ticket basis (for example, to request the Triage USS to transfer to
another ARC), or on a User basis (for example, to inform USS about issues with a
particular user, e.g. a poor internet connection). The USS can also control whether the
note is visible to all USS, or only a specific USS (for example, the helpdesk manager).
To add a note to a ticket, select the ticket and click the “Add Notes” tab above the ticket
header (Figure 16).
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Atacama Large Millimeter/submillimeter Array

Observer Support

Logged In: NAASC Staff | Suppon Center | Admin CP | Logout

| Downloads |
Manage Tickets | Search+ | NewTicket~ | Predefined Replies» | Aleis~ | Filters~ | Repos~
» Ticket Options » Wanage » ARC Support (NA) » Open » wer (CBEB-717531)
¥ Flag Ticket = 3 _ 2 = s =
General | Post Reply | Forward | FollowUp | Biling | Add Motes | Release | History (13) | Chats (0 Audit Log || Edst
@ SLAPlan L i I i | J . il I 1 !
5] Mark Due
| Note Type
@ opticns Ticket Notes: Visible to stalf users only on this ticket Ticket ' User
) Export
User Motes: Visible 1o stafl users on every tickel created by the user
» Finer Tickets T | isible To
2 View All | The ticket note can be made visible 1o & specific SIAK user only.
< Filters Gonitar -
& [FnLabels
[ General Queries (NA)
& [E9 Duserving Preparation (NA)
= [ Cbsenving Tool and Proposal Submission (NA)
<. Data Reduction (NA)
4 [F8 Archive and Data Retrieval (NA)
& [ ARC Support (N&) |EESREEY view an @) SLA: ALMA E2E =3 Template Group: us « Previous Ticket Next Ticket »
@ [E Retum 1o Triage (NA) T:ri — | e g
» Online Stait | Kelly Sharp Posted on: 09 Dec 2010 533 PM | |

Figure 16: Adding a note to a ticket inside the “Add Notes” tab.

7.4 Forwarding Tickets

Sometimes it is useful to be able to forward a ticket via email out of the Kayako system,
for example, to solicit the help of an expert who does not have a Kayako account. To do
this:

e click on the ticket subject and hit “Forward”

e Enter the email address of the intended recipient.

e The USS will probably also want to change their email address from the “do-not-
reply” default to their actual address, which can be achieved by selecting their
address on the pull-down menu on the “From” line.

e To place the body of the ticket in the email, plus any subsequent correspondence,
click “Quote” and select “Quote all posts”.

e The USS can then add any of their own comments and then hit “Send” to forward
the ticket (Figure 17).
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NAASC Staff Posted on: 10 Dec 2018 1:59 PM

[ sena |[ saveasbraft |[ Follow-Up |[ Add Note ][ Attach Files | [ Spell Check |

Figure 17: Forwarding a ticket to a user without a Kayako account inside the “Forward” tab.

7.5 Adding a Knowledgebase Article

If the resolution of a ticket is likely to be of general interest to the ALMA community, a
knowledgebase article should be filed (Section 5.1, item 6e). To do this, check the

“+Knowledgebase” box to the lower right of the reply box (Section 7.1.2) before sending
the reply to the user. This will take the USS to the Knowledgebase article editor directly,
with the body of the ticket reply included. The article should be edited to remove any
information that would identify the user, and should not include any information that the
user might consider proprietary (e.g. specific astronomical sources). The subject and
category of the article should also be entered before the article is inserted and before
submission.

The USS should set the “Article Status” to DRAFT (Figure 18). Designated
representatives from each ARC will then review the draft KB articles before they
are published.
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A knowledgebase article may also be added independently of the ticket reply by hitting
the “Knowledgebase” tab on the top row of tabs, then “Insert Article” on the second row.
For more specifics on displaying the content of Knowledgebase articles, refer to Section
9.

MRl Atacama Large Millimeter/submillimeter Array
\_\\'- Observer Support
ALMA

Home Tickets Teamwork

Manage Caegories | Manage Aricles | Quick Jump= | Insert Catego

Manage Articles » Insen Article

Test (0)
EVLA 0SS & sens.
il $1]

ALMA (32)
] ALMA Demo (0)

a draft article and visible oniy 1o staff u:

E
artic b displayed according to the order (ascending) specified here E |
Parent Category Parent Catego
This is the caiegary that the aricle will be inseried inlo - Test
| EVLA OSS & seusitivities
| ALMA
ot ]

] NAASC Staff

Figure 18: Adding a Knowledgebase article. The above view will be the same if you enter through the
“Post Reply” tab and select the “+Knowledgebase” option.

7.6 Summary of Triage Workflow
In summary, the appropriate workflow for a Triage USS is the following:

1. Determine whether the ticket has been filed under the correct department and if
not, change the department (Section 7.2).

2. Determine whether you are capable of resolving the ticket without further help
from another USS or further input from the user. If so, assign the ticket to yourself
(Section 7.1.2), respond to the user (Section 7.1.2) and change the ticket status to
“Resolved” (Section 7.1.3). File a knowledgebase article if appropriate (Section
7.5).

3. If the ticket requires further information from the user (for example, operating
system details), triage should assign the ticket to themselves, and send a response
to the user requesting more details. The ticket status should be set to “Pending”
while waiting for the reply from the user.

4. If triage does not believe they can resolve the ticket or to properly distribute the
workflow among the support staff across the ARC, the ticket should be assigned
to a USS. Triage should also assign tickets that report bug or enhancement
requests to the cognizant lead or a certified USS for that software subsystem.
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5.

If the ticket is best suited to a Department belonging to another ARC (Section 4),
or if the ticket is returned to triage by the USS with a note (Section 7.3)
requesting that the ticket be sent to another ARC, triage USS should set the
department to “Transfer to ....” and send a reply to the user stating that the ticket
is being forwarded to the new ARC in question. However, recall that the goal is to
“transfer knowledge and not tickets”, so the transfer of tickets between ARCs
should be done sparingly and be contained to only tickets that require specialized
expertise from a particular USS from another ARC (Section 2.2.2).

8 Procedure for Responding to Tickets — USS

By default, the USS will receive email notification of a ticket being assigned to them.
NOTE: If you do NOT get an email notification, your alerts may not have been set up
properly or may have returned to their default values. In this case, refer to Section 6.3 on
what alerts should be set up for a USS.

The USS will login to the helpdesk (Section 6.1) (or click on the “new tickets since last
login” link on the dashboard), view the ticket (Section 6.4.1), examine it (Section 7.1),
and take the following actions:

1.

Determine whether they are capable of resolving the ticket without further help
from another ARC, or further input from the user. Respond to the user (Section
7.1.2) and change the ticket status to “resolved”. They should file a
knowledgebase article if appropriate (Section 7.5).

If the ticket requires further information from the user (for example, operating
system details), a response should be sent to the user requesting this, and the
ticket status set to “Pending” while awaiting a reply (Section 7.1.3).

If the USS believes the ticket needs to be sent to another ARC (Section 4), they
should change the department to “Return to Triage” (Section 7.2) and add a note
to the ticket (Section 7.3) describing which ARC it should be sent to and why.

If the USS is unable to respond to the ticket (for example, because they lack the
specialized knowledge to do so, or because they are unavailable) the ticket should
be returned to Triage (Section 7.2) with a note explaining why it was not
answered, and recommending assignment to another USS. This should only
happen in exceptional circumstances. In general, a USS should always attempt to
answer the ticket themselves, if necessary by asking appropriate experts (Section
5.1).

If the USS is the cognizant lead or has been certified by the cognizant lead for a
particular software subsystem, they should follow the workflow described in
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Section 5.1 and change the ticket status to “Resolved” when an enhancement
request or bug fix is submitted to their particular software subsystem. If not a
certified USS, they should return the ticket to Triage once the bug has been
confirmed and requests reassignment to the cognizant lead.

9 Drafting and Publishing Knowledgebase Articles

Solutions to individual tickets cannot be seen by other users. If a solution is potentially
useful to other users, the solution should be published as a Knowledgebase (KB) article.
KB articles can be searched by anyone at any time and do not require login to the
helpdesk. The goal is that most queries will be answered if the KB articles are written
appropriately.

In the process of typing their question in a helpdesk ticket, the user is also dynamically
searching KB articles. Relevant KB articles will begin to appear in the page as a user
types. As such, the subject line of the article should be indicative of the solution or in the
form of a question and text of a KB article should be descriptive, including as many key
words as possible that may be relevant to the article solution and include as many title
words as possible because the automatic KB searched only the text of the KB articles and
not the titles. The KB article also must be published in English and there should be no
identifying information that a user may consider proprietary. Therefore, answers to
tickets specific to individual sources may have to be made more general to be published
as a KB article.

To ensure uniformity among KB articles, all USS should submit their KB articles
with the “Article Status” option set to DRAFT (Section 7.5, Figure 18). This will
post the article to the KB database but will NOT make it visible for general public
viewing. These articles will be visible to other USS, Triage, the helpdesk manager and
administrator. Each ARC is responsible for selecting a group of USS from their staff to
moderate the submission of all KB articles before publication. These designated staff
members will review the articles for clarity, scope and content ensuring that no
proprietary or personal information is conveyed in the article. If there is any question
about the proprietary nature of the information contained in the article, the USS should
contact the initial user who submitted the ticket and confirm the requisite information
may be posted for public viewing. Once the designated KB staff member(s) agree the
article is ready for public viewing, the “Article Status” option should be set to
PUBLISHED at which point it will appear in the general KB article search off the main
helpdesk page.

Finally, the helpdesk is set up to make all Knowledgebase articles public and visible to all
ARCs. This should not be changed except in exceptional circumstances. Should it be
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required, however, to have a knowledgebase category only visible to a single ARC
(perhaps for language reasons), it is possible to make new categories (Knowledgebase
Insert Category) and to adjust the visibility of this to the other ARCs by hitting
“Customize” in the “Template Groups” item.

APPENDIX A: Helpdesk Entry Forms

In this section, we added screenshots for the user interface and entry forms for all
departments in the ALMA helpdesk.

NORTH AMERICAM ARC

LAY ALMA Regional Center 24 Feb 2011

Support Center » Submit a Ticket

Submit a Tic ket

lfyou can'tfind a solution to your problem in our knowledgebase, you can submit a ticket by selecting the Logged In: Anthony Remijan
appropriate category below.

Select Category | | | Search |

(@ General Queries (NA) - Science Portal/Registration, Documentation, Webpages, Proposal reviews
"~ and assessment, Project tracking, other |— Entire Support Site — LI
Project Planning (MA) - Availahle Capahilities, Call for Propnsals, Sensitivity Caleolator, Simolators,
Splatalogue, other

(@]

Observing Tool (MA) - Proposal Preparation, Proposal Submission (general), Phase2 process
Diata Reduction (MA&) - CASA, pipeline processing, ete...

Archive and Data Retrieval (NA) - archive access and queries, obtaining vour ALMA data

O00O0

Face to Face Support (MA) - Data reduction, sabbatical, science, short term, other

MNext » | | Reset

4= Back

Home | View Tickets | Submit a Ticket | Knowledgebase | Downloads (IELEGIE English b

Helpdesk Software by Kayako SupportSuite v3.70.01

Figure Al. Logged in view of the departments of the helpdesk.
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ATAEAMA LAREE MALLIMETRR ARSAS

NORTH AMERICAN ARC
SRS ALMA Regional Center

24 Feb 2011
Support Center » Submit a Ticket
Submit a Tic ket = My Account [Logont]
If you can'tfind a solution toyour problem in our knowledgebase, you can submit a ticket by selecting the Logged In: Anthony Remijan

appropriate category below.

Select Category | | | Search |

/a1 General Queries (MA) - Science Portal/Registration, Documentation, Webpages, Proposal reviews
and assessment, Project tracking, other |— Entire Support Site - ;I
glg?‘ji?acro'; General queries on ALMA or the NAASC that are not in the scope of the other
specified departments. Questions should be submitted to the General
department concerning the ALMA Science Portal and Registration; where to find
Data Red| relevant documentation and webpages and to report errors or questions found on
Archive | 1N those materials; guestions on the proposal reviews and assessments (both
science and technical) as well as problems with the ALMA Project Tracker

O

O

Cbservin

QOO0

Faceto F

Next » | | Reset |

4 Back

ets | Submit & Ticket | Kn zdgebase 5 (EL[EGIE English -

Helpdesk Software by Kayako SupportSuite v3.70.01

Figure A2. Mouseover “tool tip” view with the scope of the department.
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National Radio Astronomy Observatory
’@ A facility of the National Science Foundation

27 Jul 2011

Support Center » Submit a Ticket » General Queries (NA)

Submit a Ticket

If you can't find a solution to your problem in our knowledgebase, you can fill in the fields below
with as much detailed information as possible and send it to our agents.

General Information
Priority: Default |+

General

Sub-categories: [ science Portal/Registration
Flease specify areas of

concern [ oocumentation
O Webpages
O Proposal reviews and assessment (science and technical)
O Project tracking
O Proposal Change Request
[ other

Mezzage Details

* My Account -0gol
Logged In: Anthony Remijan

| || Search |

[ -- Entire Support Site -- v

Subject: * |

Figure A3. Entry form for the General Queries Department.
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NORTH AMERICAN ARC

LAEN ALMA Regional Center 24 Feh 2011
Support Center » Submit a Ticket » Project Planning (NA)
Submit a Ticket * My Account [Logout]

Logged In: Anthony Remijan

If you can't find a solution 4o your problem in our knowledgebase, you can fill in the fields below with as mush
detailed information as possible and send il 0 our agents.

General Informabon | | | Search |
Priarity: | -- Entire Suppert Site -- ;I

Project Flanning - Flease select areas of concern

sensitivity Calculator: [ wweb niert
nerace

D oT Inkerfaced

Simulators: |:| SIMDATA
5
D ALMA Manchesier Simulaior
Splatalog:
P 9 I:l web Inerface

I:l OT Inkerface

General Topics:
P [ Available capatiliiies

I:l Call for Proposals

D Criher

Message Details

Subject: * |

Upload Filei s)

Figure A4. Entry form for the Project Planning Department.
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NMORTH AMERICANMN ARC
ALMA WXRYTN Regional Center

24 Feb 2011

Support Center @ Submit a Ticket » Observing Tool (NA)

Submit a Ticket

* My Account [Logout]

If you can find a solution 4o your problem in our knowledgebass, you can fill in the fields below with as much Logged In: Anthony Remijan

defailed information as possible and s=nd il 1o our agents.

General Informabon
Priority: Default +

Chserving Tool

Proposal Preparation: D Gorrelaior modes

L mcsaic fields

D Calibrator selection

I:l Calculaked lime eslimaies
U] vechnical feasibiliy

Phase 2 Process: D SE generaiion

[ cteunitses

Gaoscalliopica: I:l Proposal Submission

D Chher

Message Details

| | | Search |

| - Entire Support Site - -]

Subject: * |

Upload Filels)

Figure A5. Entry form for the Observing Tool Department.
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NORTH AMERICAN ARC

LAY ALMA Regional Center 24 Feh 2011

Support Center = Submit a Ticket » Data Reduction (NA)

Submit a Ticket * My Account [Logouk]

If you can't find a solution 4o your problem in our knowledgebase, you can fill in the fields below with as much Logged In: Anthony Remijan
detiled information as poesible and s=nd ito our agent.

General Information | | | Search |

Priority: -
riority Default | -- Entire Support Site - ;I

CASA Informakbion

Version: *

CASA VErsion you are using
(e.g., 3.0.0; can be obiined from | |
the first line of logger messages

afier sarup)

Operating System: *
The operating sysiem on which | FedHat 4 22hit j
Vou are running CASA

Message Details

Subject: * |

Upload File(s)

| Browse...
| Browse...
| Browse...

Figure A6. Entry form for the Data Reduction Department.



ALMA Science Operations | Doc
#:HelpdeskStaffManual_v.2.4 ALMA
ALMA Helpdesk _Template.docx

Date: 7/28/11

Status:Draft

Page: 42 of 49

NORTH AMERICAN ARC

LWIEN ALMA Regional Center 24 Feh 2011

Support Center » Submit a Ticket » Archive and Data Retrieval (MA)

Submit a Ticket * My Account [Logouk]

If you can find a solution 1o your problem in our knowledgebase, you can fill in the fields below with as much Logged In: Anthony Remijan
detiiled information as possible and s=nd i1 jo our agents.

General Information | | | Search |

— -
Tiority Defaulk | -- Entire Support Site - j

Archive Access

Project ID: |

Message Details

Subject: * |

Upload File(s)

| Browse...
| Browse...
[ Browse. ..

Figure A7. Entry form for the Archive and Data Retrival Department.
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NORTH AMERICAN ARC

AN ALMA Regional Center 24 Feh 2011

Support Center » Submit a Ticket » Face to Face Support (NA)

Submit a Ticket * My Account [Logronk]

If you can't find a solution 4o your problem in our knowledgebass, you can fill in the figlds below with as much Logged In: Antheny Remijan
detailed information as possible and send it o our agents.

General Informabon | | | Search |

LT | - Entire Support Site - [=]|

Face to Face Support

Project Code: | |

Humber of visitors (1-3): |1 |

Suggested hostifriend: | |
A familiar person al NRAD

LT @ shortierm (== 1 week)

O Long-ierm (= 1 week)

Approximate Begin Date: | |
mm-dd-yywy

Approximate End date: | |
mm-dd-yywy

Purpose of Visit: *

Message Details

Suhbject: *

Figure A8. Entry form for the Face — to — Face Support Department.
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APPENDIX B: USS Checklist for Answering Helpdesk Tickets

Checklist for USS in answering a submitted helpdesk ticket:

v

Login to the helpdesk (Section 6.1) after you have received your email
notification.

View the ticket (Section 6.4.1)
Examine it (Section 7.1) and take the following actions:

o0 If you have enough information, “Post Reply” to the user (Section 7.1.2)
and change the ticket status to “Resolved”.

o If you need more information from the user, change the ticket status to
“Pending” when posting your reply (Section 7.1.3). Wait for the user to
respond.

o0 If you need to forward the ticket to someone outside the Kayako system,
follow the procedure in Section 7.4 and make sure to “Quote” the ticket
to send the contents of the correspondence.

o If you believe the ticket needs to be sent to another ARC (Section 4),
change the department to “Return to Triage” (Section 7.2) and add a note
why.

o If you are unable to respond to the ticket (for example, because you lack
the specialized knowledge, or because you are unavailable) the ticket
should be returned to Triage (Section 7.2) with a note explaining why.

While posting a reply, determine if the ticket warrants a knowledgebase article
(Section 9). If so, post the article with the “Article Status” option set to DRAFT
(Section 7.5, Figure 18). DO NOT Publish the article.

If you are the cognizant lead or a certified USS for a particular software
subsystem, you should follow the workflow described in Section 5 and change
the ticket status to “Resolved” after reporting the enhancement request or bug fix
to the appropriate issue tracking system.

Wash, Rinse, Repeat accordingly for all your tickets remembering that you have
two working days to reply to an assigned ticket before the status changes to
“Response Overdue”.

When you are finished, log out of the helpdesk and go do some science.
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APPENDIX C: JIRA Systems

This appendix lists details of the various JIRA systems used across the project that
Helpdesk support staff are supposed to use to file user-reported software bugs are
enhancement requests.

The Helpdesk Staff Guide describes the workflow (section 5.1), which in general is to
transfer the ticket to triage with a note to have it assigned to the relevant support staff (as
listed in the "Who Submits JIRA" field in the tables below; Note - sometimes this
involves first transferring the ticket to a specific ARC). These staff then opens a ticket for
the software developers in the appropriate JIRA system.

CASA

Supported By: NRAO

JIRA Location: NRAO JIRA
Category: -

Project: CASA (CAS)
Component: As appropriate

Regional CASA Cognizant leads and
staff they "certify"; Use JIRA

Who submits JIRA: ["Assignment" tab to assign JIRA
ticket to to Regional CASA
Cognizant lead (see notes)

Cognizant leads send list of approved
staff to Jeff Kern (list of CASA-
certified staff maintained

at CASAstaff)

Request Access from:

Notes:
"Certified staff" are those with a good working knowledge of CASA, as vouched for by the regional CASA
cognizant leads. (List of certified staff is maintained on the CASAstaff webpage)

Cognizant Leads are "gatekeepers" to make sure "due diligence” was performed on ticket before it gets to
the CASA developers. As such, they are assigned and review every ticket that is submitted by ARC staff to
the CASA JIRA system. If they believe more work needs to be done on ticket before being passed along to
CASA developers, they communicate this to the submitter. Otherwise, they change assignee to the
appropriate developer.


http://www.google.com/url?q=http%3A%2F%2Fbugs.nrao.edu&sa=D&sntz=1&usg=AFrqEzcsb4mDdHtkgyb5YiFFy-jfIN4_Wg�
http://www.google.com/url?q=https%3A%2F%2Fbugs.nrao.edu%2Fbrowse%2FCAS&sa=D&sntz=1&usg=AFrqEzee53uS0HEUWRe-BBGOfOilT6ScCg�
https://sites.google.com/site/almacommunityoutreach/arc-workflow-folders/cognizant-leads-and-deputies�
mailto:jkern@nrao.edu�
https://sites.google.com/site/almacommunityoutreach/arc-workflow-folders/helpdesk-materials/casastaff�
https://sites.google.com/site/almacommunityoutreach/arc-workflow-folders/helpdesk-materials/casastaff�
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Observing Tool

Supported By:

CIPT

JIRA Location:

JAO JIRA

Category: ALMA Test Facility (ATF)
Project: Computing (COMP)
Component: Observing Preparation and Support

Umbrella Ticket:

COMP-5023

Who submits JIRA:

Transfer to EU ARC; assign to
ObsPrep SubsysSci or designee
(Biggs/ Humphries)

Request Access Max Simmons, after approval
from: from Alan Bridger
Notes:

OT Cognizant Leads/deputies should be given permissions to read tickets and add notes.

Submitted bugs should be added by OT Developer to the OT "Known Issues” page.

ALMA Science Archive

Supported By: CIPT

JIRA Location: JAO JIRA

Category:

Project: ASA (CIPT) (NOT YET
AVAILABLE)

Component:

Umbrella Ticket:

Who submits JIRA:

Regional ASA Subsystem
Cognizant Leads.

Request Access
from:

Max Simmons, after approval from
Felix Stoehr



http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl&sa=D&sntz=1&usg=AFrqEzcWRhW3XH5hdphX7xgpx5llZoCGEw�
http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fbrowse%2FCOMP&sa=D&sntz=1&usg=AFrqEzc-kJom6mikF-4wP0UiHesoC93rcA�
http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fbrowse%2FCOMP%2Fcomponent%2F10192&sa=D&sntz=1&usg=AFrqEzflyoV1Cs7wkn13y9JEQs0ORt_UIA�
http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fbrowse%2FCOMP-5023&sa=D&sntz=1&usg=AFrqEzfzBB6xV7Ke3hfRLn7sqSLHM3H_ag�
http://www.google.com/url?q=http%3A%2F%2Falmasw.hq.eso.org%2Falmasw%2Fbin%2Fview%2FOBSPREP%2FCycle0KnownIssues&sa=D&sntz=1&usg=AFrqEzfpShJqvtsnyg9-WASPgrj6FbFQ9g�
http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fsecure%2FDashboard.jspa&sa=D&sntz=1&usg=AFrqEzfj-sy1T2qe9lO3S1xPWb59Ewle-w�
https://sites.google.com/site/almacommunityoutreach/arc-workflow-folders/cognizant-leads-and-deputies�
https://sites.google.com/site/almacommunityoutreach/arc-workflow-folders/cognizant-leads-and-deputies�
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SPLATALOGUE

Supported By: NRAO

JIRA Location: NRAO JIRA
Category: -

Project: Splatalog (SPLT)
Component: -

Who submits JIRA:

Transfer to NA ARC; Assign to
Splat Subsystem Sci or designee
(Remijan/Pulliam)

Request Access Stefan Witz, after approval
from: from Tony Remijan
SIMDATA

Supported By: NRAO

JIRA Location: NRAO JIRA

Category: -

Project: CASA (CAS)
Component: Simulation

Who submits JIRA:

Transfer to NA ARC; Assign to
Simdata Subsystem Sci or designee
(Indebetouw)

Request Access
from:

Stefan Witz, after approval from
Remy Indebetouw



http://www.google.com/url?q=http%3A%2F%2Fbugs.nrao.edu&sa=D&sntz=1&usg=AFrqEzcsb4mDdHtkgyb5YiFFy-jfIN4_Wg�
http://www.google.com/url?q=https%3A%2F%2Fbugs.nrao.edu%2Fbrowse%2FSPLT&sa=D&sntz=1&usg=AFrqEzeCusqtDMcAySLkUx6LW9UjCeYPZQ�
mailto:switz@nrao.edu�
mailto:aremijan@nrao.edu�
http://www.google.com/url?q=http%3A%2F%2Fbugs.nrao.edu%2F&sa=D&sntz=1&usg=AFrqEzdoz3l0XiN3HoVMQw72_UkDOOuvFA�
http://www.google.com/url?q=https%3A%2F%2Fbugs.nrao.edu%2Fbrowse%2FCAS&sa=D&sntz=1&usg=AFrqEzee53uS0HEUWRe-BBGOfOilT6ScCg�
http://www.google.com/url?q=https%3A%2F%2Fbugs.nrao.edu%2Fbrowse%2FCAS%2Fcomponent%2F10010&sa=D&sntz=1&usg=AFrqEzewTLDeyZvEYefBIHaUO1BAzUl_uQ�
mailto:switz@nrao.edu�
mailto:remy@virginia.edu�
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OST

Supported By:

NRAO

JIRA Location:

N/A

Category:

Project:

Component:

Who submits JIRA:

Transfer to EU ARC with note to
transfer to UK ARC Node

Request Access N/A
from:

Ph1iM

Supported By: CIPT
JIRA Location: JAO JIRA

Category: ALMA Test Facility (ATF)
Project: Computing (Comp)
Component: Observatory Operations Support

Umbrella Ticket

COMP-5687

Who submits JIRA:

Transfer to PHT department in
kayako; PHT transfers
bug/enhancements to above JIRA
system & relates this back to ARCs
via notes in kayako.

Request Access
from:

Not needed (only PHT submits
JIRA tickets)



http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fsecure%2FDashboard.jspa&sa=D&sntz=1&usg=AFrqEzfj-sy1T2qe9lO3S1xPWb59Ewle-w�
http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fbrowse%2FCOMP&sa=D&sntz=1&usg=AFrqEzc-kJom6mikF-4wP0UiHesoC93rcA�
http://www.google.com/url?q=http%3A%2F%2Fjira.alma.cl%2Fsecure%2FIssueNavigator.jspa%3Freset%3Dtrue%26mode%3Dhide%26pid%3D10046%26sorter%2Forder%3DDESC%26sorter%2Ffield%3Dpriority%26resolution%3D-1%26component%3D10243&sa=D&sntz=1&usg=AFrqEzemOqCoPSJKx57baRmbUozhGcNDzw�
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Project Tracker

Supported By:

CIPT

JIRA Location:

JAO JIRA

Category: ALMA Test Facility (ATF)

Project: Computing (Comp)

Component: Observatory Operations Support

Umbrella Ticket COMP-5688

Who submits JIRA: | Regional PT Subsystem Cognizant
Leads

Request Access Max Simmons, after approval from

from: L 77?
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