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About Incident Management

About the MIES Incident Management Module
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What is Incident Management

Incident refers to the unplanned interruption or the
reduction in quality of an IT service. They can be reported by
the users themselves or detected in the system automatically
via monitoring tools

Therefore, incident management is the process of managing
the lifecycle of all incident logged, from conception to closure.
This aim is to restore operations as soon as possible
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Advantages of MIES Incident Management

Coordination: Service Desk team and resolvers are promptly
notified to begin resolution

Customer Satisfaction: Quick restoration of operations with
minimal costs incurred

Secure: all security and incident logs are under control within
NEC ecosystem

Intuitive: improved interface that is easier for Service Desk
team, resolvers, and users to use

N E‘ \Orchestrating a brighter world

© NEC Asia Pacific 2025



Accessing the Incident Ticket Console

4 Homepage

Log into the MIES portal
- MIES account login: https://mies.nec-eportal.com.sg/ &, Self-Service
- SSO login: https://mies-oneportal.nec-eportal.com.sg

=] Ticket Console

Navigate to the main menu

. . Incident & Problem
- Ticket console > Incident & Problem

) Incident Logging
Consoles under the Incident Module

Incident Logging
Incident Console
Incident Template Incident Template
Incident Dashboard

Incident Console

Problem Logging

Search Problem

Incident Dashboard

Accessing the incident ticket console from the main

menu
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https://mies-oneportal.nec-eportal.com.sg/

Raising an Incident Ticket
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Logging an Incident Ticket

Accessed via Incident Logging. Users are to complete all mandatory fields on the incident ticket

Incident Ticket Console

Incident Search Page / Incident Ticket Console

Ticket Information Ticket Classification - Categorization Date Info
Company Template Name Priority:
Impact Urgency * Operation
3-Moderate/Limited X 3-Medium %
Reported user
2=  Reported Source Incident type Operation CAT 1 Operation CAT 2 Operation CAT 2
None None None
Affected user -
- s Incident status Status reason product
Summary .
Ticket assignment - Product CAT 1 Product CAT 2 Product CAT 3 Product Name
None None None None
Auto Assign Resolver
Resolution
Support organization Assigned Group
Note Resolution CAT 1 Resolution CAT 2 Resolution CAT 3
Assignee None None None

Attachment Information -

Vendor Ticket ID

How the incident ticket looks

N E‘ \Orchestrating a brighter world © NEC Asia Pacific 2025



Logging an Incident Ticket: Basic Information

User details and a summary of the incident are recorded

Attachments can be included to supplement the incident

reporting

Accepted file types

Attachment Information

Maximum file size is 5 MB

sg..mpd.eml..mov,.mda

RANSOMWA...

11.8 kB

¢.ppt.pptx.jpg.png..gif.bmp,.zip..rar.m
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Files can be attached to aid in resolution.

Ticket Information

Company * Template Name

MEC Asia bt

<

Reported user *

KARUMNAKARAMN Hemalata : a%
Affected user *

KARUMNAKARAMN Hemalata : a%
Summary *

Hacked computer

. . Maxirnum 15 / 100
View Suggestion

MNote

Multiple users reported that their laptops have been hacked

Vendor Ticket ID

Filling the basic information of the incident ticket
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Logging an Incident Ticket: Classification

Classification to reflect the severity of the incident

- Impact: how extensive the effects of the incident are

- Urgency: the speed at which resolvers need to act

- Priority: automatically calculated based on impact and
urgency. Shows how much time and resources should
be delegated to the incident

Incident statuses and status reasons to inform the Service
Desk team and resolvers on resolution progress
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Ticket Classification

Impact *

1-Extensive/Widespread

Feported Source

Phone

Incident status *

FPending

x

x

x

Urgency *

1-Critical >
Incident type *

Infrastructure Event >
Status reason

Local Site Action Reguired x

Setting the classification and the status of the ticket
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Logging an Incident Ticket: Assignment

Ticket Assignment
Tickets can be manually assigned to the assignee or automatically Assign To Me Auto Assign Resolver <1
aSS|gned by the SyStem Support organization * Assigned Group *
- Based on the number of open tickets each resolver is assigned S N = :

) ) Auto-assigning the incident ticket to an agent to resolve
Tickets can also be assigned to the agent themselves

Ticket Assignment

() Assign To Me

Assigned Group *

Support Organization: NEC Asia
P Assigned Group: Service Desk

Assignee: Admin Portal

Support Organization: NEC Asia
Assigned Group: Asset

Assignee:  Admin Portal

Support Organization: NEC Asia
Assigned Group: Workplace Engineers

Assignee:  Admin Portal

Assigning the incident ticket to myself (the logged-in agent)
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Logging an Incident Ticket: Categorization and Date Information

Classify the incident based on operation and product categories
to provide more clarity
- Resolution categories categorization can be left blank first

Date information to show when the incident was first reported,
escalated, responded, and when it was closed.
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Categorization -

Operation *
Connectivity c
Operation CAT 1 Operation CAT 2 Operation CAT 3
Connectivity None None

Product *

Physical (Devices / Components)> Network Devices> APPLIANCE o]

Product CAT 1 Product CAT 2 Product CA... Praduct...
Physical (Devices Metwork
g { / ; APPLIANCE Mone
Components) Devices
Date Info
Reported Date: First Escalation Date:

11/07/2024 05:31 PM

Onsite Response Date: Close Date:

Setting the categorization and the date information
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Incident Auto-Suggestions

Service Desk can refer to knowledge articles and past resolved
incidents to aid in resolution

Enter in keywords into summary to view possible articles and
resolved incident tickets

Apply knowledge article to the ticket

- Article technical notes automatically generated in the current
incident ticket notes

- After applying knowledge article and saving ticket, article
relationship is created
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Summary *

crash

View Suggestion

Maximum 6 / 100

Suggestions v

Knowledge Existing Incidents

Summary: Laptop crashing
Notes: Laptop has crashed 2 ... Show more

4 INC20240700428

Resolution: Laptop been fixed and examined by IT team

Summary: laptop crashing
Notes: laptop has crashed 2 ... Show more

4 INC20240400073

Resolution: laptop has stopped crashing

Summary: User’s laptop crashing

Viewing the past resolved incident tickets
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Logging an Incident: Incident Templates

Incident templates auto-fill the entire ticket with pre-defined
values

Templates can be utilized for common IT issues in the Self-

Ticket Information

Company *

Template Name

Service console

Saves time in manually filling an incident ticket entirely

: -
MNEC Asia x o
k -
Reported user Ransomware template (MEC Asia)

) ) ) - 4
Ticket Information Ticket Classification Date Info -
Company * Template Name Impact * Urgency * Reported Date: First Escalation Date:

NEC Asia x Ransomware template (NEC Asia) X 3-Moderate/Limited X 1-Critical x 11/07/2024 05:31 PM
Reported user * Reported Source Incident type * Onsite Response Date: Close Date:

< a= Direct Input x User Service Restoration x

Reported user is required

Affected user *

Affected user is required
Summary *

Ransomware Infection

Note

User's device has been infected with 3 ransomware

Vendor Ticket ID

Incident status *
3 &= Assigned
Ticket Assignment
Assign To Me

Support organization *
NEC Asia
Maximum 20 / 100

Categorization

Operation *

Operation CAT 1

Anti-virus

Product *

Physical (Devices / Components)> Werkstation> LAPTOP &

Product CAT 1

Physical (Devices /
Components)

Resolution

Resolution CAT 1

None

Anti-virus > Anti-virus> Anti-virus.

Status reason

Auto Assign Resolver

Assigned Group *

Service Desk S

Operation CAT 2 Operation CAT 3

Anti-virus

Anti-virus

Product CA Product CA..  Product...

Workstation  LAPTOP None
Resolution CAT 2 Resolution CAT 3
None None
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Using an incident template to auto-fill a ticket
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Viewing all Incidents Logged

Exploring the Incident Console page
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Incident Console Page

Accessed from the main menu

- Ticket Console > Search Incident
Shows all incidents logged and their statuses in a table format
All incidents can be exported into a CSV or Excel sheet

Incident Search Page

Ticket Number

INC20250500447

INC20250500446

INC20250500445

INC20250500444

INC20250500443

INC20250500442

INC20250500441

INC20250500440

Incident Search Page

Status

Assigned

Assigned

Assigned

Assigned

Assigned

Assigned

Assigned

Assigned

C

NEC Demo

NEC Demo

NEC Demo

NEC Demo

NEC Demo

NEC Demo

NEC Demo

NEC Demo

ARC

ARC

ARC

ARC

ARC

ARC

ARC

ARC

d Group

Service Desk 1
NEC Demo

Test 2 NEC

Demo

Service Desk 1
NEC Demo

End User 1

NEC Demo

Test 2 NEC
Demo

Service Desk 1
NEC Demo

Service Desk 1
NEC Demo

Service Desk 1
NEC Demo

Affected User

End User 1 NEC
Demo

Service Desk 1

NEC Demo

Service Desk 2
NEC Demo

Service Desk 1
NEC Demo

User 2 NEC
Demo

Approver 1 NEC
Demo

Approver 1 NEC
Demo

End User 1 NEC
Demo

Reported User

End User 1 NEC
Demo

Service Desk 1

NEC Demo

Service Desk 2
NEC Demo

Service Desk 1
NEC Demo

User 2 NEC
Demo

End User 1 NEC
Demo

Approver 1 NEC
Demo

End User 1 NEC
Demo

Summary

Laptop Issues

Ransomware
infection

Reset user's
Windows
Password

Ransomware

infection

Ransomware
infection

Laptop Issues

Laptop Issues

Laptop Issues

Reported On ¢

28/05/2025
09:55 AM

28/05/2025
09:55 AM

28/05/2025
09:54 AM

28/05/2025
09:45 AM

28/05/2025
09:45 AM

28/05/2025
09:44 AM

28/05/2025
09:44 AM

28/05/2025
09:39 AM

Last Modified Date

28/05/2025 09:55 AM

28/05/2025 09:55 AM

28/05/2025 09:55 AM

28/05/2025 09:46 AM

28/05/2025 09:45 AM

28/05/2025 09:45 AM

28/05/2025 09:44 AM

28/05/2025 09:40 AM

Priority

Low

Re-open Count

Row actions

@

@

The incident search page showing the incidents logged, status and priority levels

N E‘ \Orchestrating a brighter world

© NEC Asia Pacific 2025

15



Filtering Incident Tickets

=
The whole incident list can be filtered to retrieve certain tickets 7

Applied filters will appear at the top of the table Select Filters / X

Company
NEC Demo *

Ticket Number

Summary

Ransomware

Note

Reported User (Please select Company first)

Affected User (Please select Company first)

Re-open Count

Date and Time ~
Basic Information ~
Assigned Information| v

Accessing the incident filters
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Exporting Incident Ticket List

Incident ticket details can be exported as a normal Excel/CSV file or dynamic Excel/CSV file
- Normal files — all the ticket fields will be exported
- Dynamic files — selected ticket fields will be exported

Filters can be applied before exporting the list of specific tickets

Dynamic export Incidents X

= Name

Incident Number

Company
Reported Person
Affected Person

Organization

Department
Submit By I Incident Number Company Department Organization Status
cubmit Dat Pl |NC20240400097 MNEC Asia Digital Transformation  MEC Asia Assigned
ubmr ate
B Sxport excel e EW |NC20240400096 NEC Asia MSBU 2 NEC Asia Assigned
B Export csv file ) Summary L INC20240400095 NEC Asia MSBU 2 NEC Asia Assigned
i _ By femark —> [El INC20240400082 NEC Asia MSBU 2 NEC Asia Assigned
(<6 B Sxport Dynamic excel fle roiy t 1§ e 33 NC20240400079 NEC Asia MSBU 2 NEC Asia pending
B Export Dynamic csv file Status | NC20240400076 MEC Asia MSBU 2 MNEC Asia Pending
orta. e ey Statue Reacon 3 |NC20240400075 NEC Asia MSBU 2 NEC Asia In Progress
dimig UEzrs QAR El |NC20240400065 NEC Asia MSBU 2 NEC Asia In Progress
Compriey Reported Source Ll |NC20240400056 NEC Asia Digital Transformation  NEC Asia Assigned

Example of exporting the incidents into a dynamic Excel sheet.
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Updating Incident Tickets

Updating resolution progress on the incident tickets
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Updating Incident Tickets

Incident ticket fields are to be updated during resolution
Ticket assignment can be changed manually in this stage

Custom updates can be entered on the worklog itself

- Any changes made will be automatically logged in the
worklog

- Attachments are found there as well

N E. \Orchestrating a brighter world

INC20240700001

¥ Status: ¥ History Log: View ¥ Work Log: View ¥ Relationship: View
INC20240700001 / Incident Worklogs
v

Attempting to remove ransomware from the user's device

Admin Portal
01/07/2024 09:16 AM B

Status has been changed from [Assigned] to [In Progress]
® System Generated
01/07/2024 09:16 AM

Status has been changed to In Progress

Accessing worklog on the ticket
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Resolution Categorization

Shows what was the issue highlighted in the ticket and how it

was resolved

When resolving the incident ticket, the resolution

categorization needs to be completed
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= Hardware Management

Hardware Failure/Break/Fix

@ Hardware Replacement

L]

Resolution CAT 1 Resolution CAT 2 Resolution CAT 3

MNone Mone MNone

Completing the resolution categorization of the incident ticket
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Viewing Service Level Agreements Metrics

Categorization Date Info SLA

SLAs related to the incident are automatically populated for A eemred e st Moclfed Date - Row actors

NEC Demo P1 Incident

Escalation Running 16/12/2024 09:58 AM ®
easy reference

NEC Demo Incident .
. Running 16/12/2024 09:58 AM @
Resolution P1

Easily keep track SLAs to ensure that their obligations are met o e

Sati Sfa CtO ri Iy SLA Measurement Details
- Timing: acceptable response duration to the incident M
- Milestone: stages of incident resolution. Email notification NEC Demo Incident Resolution P1 8 mares
INC20241200489 {8: 2hours (@ Mon - Fri 9am-6pm
are sent to the team for each stage © o T
- SLA Pending/Pause Timing — tracks how long the ticket has °| .
been pending status © Lenrnm
o Runring ill be s
Q
1-2/2 . Records perpage 10 2 n

Viewing the SLA metrics on the incident ticket
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Linking Related Tickets

Incident and other tickets can be linked together

- Original: the main incident that occurred earlier or triggered
other similar incidents

- Duplicates: similar incidents to the original or incidents
arising from the main incident.

- Related: link problem, change tickets and assets

Benefits of linking tickets

- When updating original tickets, duplicates will be updated at
the same time

- Underlying trends and problems can be observed
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INC20240700428

/

¥ Status: F History Log: View ¥ Work Log: View 1§ Relationship: View

/

INC20240500054 / Incident Relationship /

Relationship
Module Name * Ticket *

Incident * [ INC20240400125

Relationship * INC20240400125

Duplicate * n 09/Apr/2024 06:13 PM, hemalata_k
Ransomware infection

Related Tickets List

0 ticket(s)

INC20240400126

n 09/Apr/2024 06:16 PM, hemalata_k
Ticket Number Reported On Reported By Sum

Ransomware infection

How linking tickets would look like
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Incident Ticket History Log

View all changes done on the ticket. All logs are system generated and cannot be deleted

Click on View under History Log to access
Click on the icon under Row Actions to view precise changes

INC20240700048

2 Status: Qi) I History Ldg: View 1) Work Log: View ® Relationship: View
Incident History List /

5.No Action Type Action By Action Date Company Assignee Summary Status Assigned Group Reported By Row actions
119536 Incident Added portaladmin 01/07/2024 05:31 PM NEC Demo Admin Portal Ransomware Infection Assigned ARC NEC Demo End User 2 O]

119537 Incident Updated portaladmin 01/07/2024 05:32 PM NEC Demo Admin Portal Ransomware Infection Assigned ARC NEC Demo End User 2 O]

119538 Incident Updated portaladmin 01/07/2024 05:32 PM NEC Demo Admin Portal Ransomware Infection Resolved ARC NEC Demo End User 2 @

119539 Incident Updated portaladmin 01/07/2024 05:35 PM NEC Demo Admin Portal Ransomware Infection In Progress ARC NEC Demo End User 2 O]

119540 Incident Updated portaladmin 01/07/2024 05:35 PM NEC Demo Admin Portal Ransomware Infection Resolved ARC NEC Demo End User 2 O]

119541 Incident Updated portaladmin 01/07/2024 05:35 PM NEC Demo Admin Portal Ransomware Infection Resolved ARC NEC Demo End User 2 O] m
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How to access the History Log
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Create Incident Shortcut

Create a new incident ticket while updating current one to prevent loss of progress
Click on Create New Incident to Open New Ticket on a new web browser tab

# Create New Incident

INC20240600391

T Status: ¥ History Log: View ¥ Work Log: View  Relationship: View
/
/
Ticket Information Ticket Classification m
Company * Template Name Impact * Urgency *
Reported user * Reported Source Incident type *
o a= e e
Affected user * Incident status * Status reason
o az e e
Summary *
Ticket Assignment

How to create a new incident while updating a current one
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Bulk Updating Incident Tickets

Incidents can updated at the same time via the bulk update
Pop-up

Pop-up will generate different fields depending on the status
reason selected.
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Incident Search Page

Incident Search Page

B Ticket Number Status Company d Group Assig y Reported On Priority Row actions
Approver 2 08/11/2024
INC20241100162  Assigned NECDemo  ARC i Ransomware infection AR @
NEC Demo 12:40 PM
. Approver 2 . . 08/11/£024
INC20241100161  Assigned NECDemo  ARC Ransomware infection &
NEC Demo 12:48 PM
. Approver 1 . . 08/11/2024
INC20241100160  Assigned NEC Demo ARC Viruses in my computer [ Medium ]
J NEC Demo v 7 12:38 PM ©
INC20241100159  Assigned  NEC D ARC Approver 1 Lapt t L [ Medium ] ®
ssigne emo op cannot on
J NEC Demo [Pty 12:38 PM
Service Desk 08/11/2024
L4 [NC20241100155  Assigned NEC Demo ARC Laptop Issues
. 2 1 NEC Demo (et 11:15 AM w ©
Service Desk 07/11/2024
adl| INC20241700146 Assigned NEC D ARC Lapt it ki
ssigne emo D ptop not working R L] [ Medium ] @
Ticket bulk update / X
Status
In Progress X

Updating multiple incidents at the same time with bulk update

Issue Summary

Malware infections

Notes

Laptop issues reported due to malware

o 3

© NEC Asia Pacific 2025
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Resolving Incident Tickets with Knowledge Articles

Suggestions X
Knowledge Existing Incidents

Title How to Remove Ransomware

Companies may have the requirement to resolve tickets while
linked to knowledge articles
M . Sheort description  How to Remove Ransomware
TWO WayS tO ||nk a kﬂOWledgeartlde Technical Ryuk may have entered the system via Emotet, for example, which m
- Tlcket relatlonshlp to |Ink dlrectly Notes impIiE§adifference in the \Ajaythe problemisdealt\-\.ﬂith Ifitisa
Petya infection, Safe Mode is a good way to remove it. More
- Auto-suggestions function

about the different ransomware variants can be found here.

/
Summary * J

How to Remove Ransomware

Once linked, the article cannot be unlinked normally
- Resolvers are to link another article first and then unlink the
other article

i . Mazxirmum 24 / 100
View Suggestion

Note

Ryuk may have entered the system via Emotet, for example, which implies a
difference in the way the problem is dealt with. If it is a Petya infection, Safe
Mode is a good way to remove it. More about the different ransomware

variants can be found here.

Using auto-suggestions to apply the same solutions as the knowledge article to
the incident before closing

N E‘ \Orchestrating a brighter world © NEC Asia Pacific 2025 26



Creating Problem Tickets from Incident Tickets

Problem tickets are automatically created when Critical and
High priority incidents are resolved

. . . w ¥ Relationship: View
Problem tickets can be created straightaway when Medium
and Low priority incidents are resolved e Ceen s
- Click on Create Problem Ticket to create and relate a C—
. 3-Moderate/Limited x 3-Medium X Hardware Manafgement >Hardware Failure/Break/Fix> X
p ro b | e m tIC ket Reported Source * Incident type * Operation CAT Operation CAT 2 Operation CAT 3
Self Service * User Service Restoration * Hardware Manafement Hardware Failure/Break/Fix None
. . . . . . . Incident status * Stat .
All created problem ticket details will be similar to the incident  —— T —
End User Compditing Device >Workstation>Laptop>Latitude 3490 X
ticket
Related Tickets List v
1 ticket(s)
Ticket Number Reported On Submit By Summary Type Row actions
PBI20241000032 Bl Portal Administrator Laptop crashing Related 2 Unlink
06:22 PM

Creating a new problem ticket from the resolved incident ticket
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Ticket Reopen Counts

Reopen counts shows the number of times the resolved tickets are set to open
To reopen a ticket, the resolved status is set back to Assigned, In Progress, or Pending
When the same ticket is reopened again, the reopen count will increase again

Incident Search Page

Incident Search Page

Company: NEC Demo €@

Ticket Number Status Company Assigned Group Assignee Affected User Reported User Summary | Reported On ¢ Last Modified Date Priority Re-open Count Row actions

Service
In End User 1 End User 1 Laptop 28/05/2025
INC20250500447 NEC Demo ARC Desk 1 NEC 28/05/2025 10:22 AM 1 (O]
Progress I NEC Demo NEC Demo Issues 09:55 AM

Test 2 NEC Service Desk 1 Service Desk 1 Ransomware 28/05/2025

INC20250500446  Assigned NEC Demo ARC . .
Demo NEC Demo NEC Demo infection 09:55 AM

28/05/2025 09:55 AM

Example of the reopen count on a ticket
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Incident Template Console

Creating pre-filled templates for users
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Accessing Incident Template Console

Accessed from the main menu

- Ticket console > Incident Template
Console can be filtered to retrieve specific templates

Can have different access rights to templates

- Edit and Read-Only

Incident Template Page

Id Template name Company Summary Submit Date ¢ Last Modified Date Row actions
Ivanti Endpoint - unable to 22/10/2024 17/06/2025 12:29
34 Ivanti Endpoint Issue NEC Demo : A L ® W
connect to VPN 05:48 PM PM
Reset Wind P d (NEC 18/10/2024
33 eset Windows Password ( NEC Demo Reset user's Windows Password /10/ [OF [ﬁ]
Demo) 10:39 AM
30/09/2024 05/12/2024 02:53
31 Ransomware NEC Demo Ransomware infection Je = (O] @
12:51 PM PM
13/10/2023 14/11/2024 11:02
25 Laptop Issues NEC Demo Laptop Issues o/ /1 ® W
11:22 AM AM
N 10 [, |

N E‘ \Orchestrating a brighter world

The incident template console
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Creating Incident Templates

Templates can be created for the self-service console and for
incident ticket logging

Can be done by selecting the appropriate values from the
drop-down menus
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Incident Template

Publish for Self-Service *

o yes no

Template Name *

Reset Windows Password

Ticket Information

Company *

MNEC Asia x

Summary *

Reset user’s Windows Password

) ) Maximum 29 /100
View Suggestion

MNote

User requested their Windows password to be reset

Ticket Classification Low
Impact * Urgency *
4-Minor/Localized X 4-Low x
Reported Source Incident type *
Phone X User Service Request X
Incident status ~ Status reason
Assigned X <
Categorization
Qperation * *
User Administration o}
Operation CAT 1 Operation CAT 2 Operation CAT 3
User Administration MNone MNone

Product * *

wind0w4
=] Qperating Systems
l Desktop Operating System

® Windows

=] Qperating Systems
Server Operating System

® Windows Server

Creating incident templates similar to filling out a ticket
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Incident Template Console

Creating pre-filled templates for users

N E‘ \Orchestrating a brighter world
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Viewing the Incident Dashboard

Accessed from the main menu

- Ticket console > Incident and Problem> Incident Dashboard
Interactive sections that show breakdowns for each of them
Dashboard can be filtered by

- Company

- Status

- Assigned group
- Submitted date
- Aging tickets

- Ticket Priority (for Overview Trending)
- Assignee Name (for Aging Tickets)
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|

lanuary February March April May June

October

Assigned 60
In Progress 3
Pending 6
Resolved 0
Closed 63
Cancelled 2

July August September October Movember December

@ Assigned @ InProgress @ Pending @ Resolved @ Closed @ Cancelled

Reported Source

31 (69%),
@ Portal 31
® Direct Input 3
@ Email 11
.. 11 (24%)

3 G'%)‘I

® Portal @ DirectInput @ Email

Assigned Cancelled
216 0
InProgress Closed
22 10
Pending Resolved
59 41

Example of the sections in the incident dashboard
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Overview Trending Dashboard

Shows overall ticket statistics for each company that the SD/resolver have access to
Takes into account all tickets logged in the portal and segment them into sections
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Incident Tickets Dashboard

To view incident tickets dashboard

Aging Tickets

Company Status Incident Assigned Group Submitted On Before this Date Aging Tickets Tickets Priority Reset
1 Options selected Al Al 01/01/2025 17/06/2025 Al ® Al L)
Incident Tickets by Company, Incident Submitted Month
February
117 ® Assigneg: 29
@ Closed: 14

Assigned Cancelled
73 0

InProgress Closed
3 40

® assigned @ InProgress @ Pending @ Resolved @ Closed @ Cancelled

Pending Resolved
1 L]

Resolution Method Tickets Category Reported Source Tickets Category

Resol sues
AC:S‘-E e -
ssisted =
. 89 (77%)..,
£ Account
Management

&0
30
1% =
y II I
V4 : - H_
22 (10%) Viatium Critical Low

® OpenTickets @ Closed Tickets

® Portal @ Directinput ® Email @ Fhone

Example of the overview trending dashboard
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Aging Ticket Dashboard

Shows the age of open tickets for each company that the SD/resolver has access to
Takes into account all tickets logged in the portal and segment them into sections
Also shows the ticket count for assignees
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Incident Tickets Dashboard

To view incident ticksts dashboard

Overview Trending Aging Tickets
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‘Open’ Aging Tickets by Company, Incident Assigned Group
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1
21

Open Tix
® necdemoapprover2 3
necdemoservicedesk1 17
© necdemoservicedesk2 11

Example of the aging ticket dashboard
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