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Regular queue workflow
PRODUCTS: SERVICE CREATIO

Let's take a look at the typical procedure to process cases via the agent desktop using a regular queue. When an
agent takes a case from a queue to process it, the “Agent desktop: Queue cases processing” business process
starts.

Note. You can set up custom business processes to handle the cases in your company.

To start working on a case from a regular queue:

Select the necessary record from the list and click the [ Open ] button (Fig. 1). When the agent takes a case, it
is no longer visible on the agent desktop for other agents.

Fig. 1 Taking a case from a regular queue

The page of the selected case (Fig. 2) will open with the following information:

Fig. 2 Page of a case in progress

1.

The value in the [ Status ] field changed to “In progress”

The agent who took the case is specified as the assignee

The [ Actual response time ] field is filled in with the current date.
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General Agent Desktop settings
PRODUCTS: SERVICE CREATIO

The Agent desktop section is designed to facilitate the work of contact centers and helpdesk agents. Use the
agent desktop to manage cases in a single window with the help of out-of-the-box best practice processes, get
instant access to customer's profile, and improve customer experience.

Using the agent desktop an agent can quickly process tickets in the omnichannel mode, manage incoming and
outgoing calls, and work with other queue items. In the agent desktop, the employee can read the messages
posted on the feed and analytical KPI dashboards of a single employee or the whole team are available.

Note. To allow the employees to receive incoming calls from the agent desktop, set up a connection
between Creatio and your phone provider.  

The [ Agent desktop ] (Fig. 1) section consists of the following areas:

Perform one of the following actions:2.

To process the case, change its status. For example, specify the “Resolved” status.
After you save the page, the [ Agent desktop ] section will be displayed again. The processed case will be
removed from the queue.

To postpone processing the case to another specific time, click the [ Postpone till ] button and enter the
date and the time.
Click the [ Submit ] button to return to the agent desktop. The case will not be displayed on the agent
desktop until the specified processing time comes. After that, it will be displayed at the top of the list in the
queue of the agent who initially took this case.

To put off processing the case, click the [ Re-queue ] button.
The [ Agent desktop ] section will be displayed again. The postponed case will be placed at the end of the
queue regardless of the set record sorting rules in the queue.

To cancel processing the case, click the [ Cancel ] button.
You will return to the agent desktop and the case will be queued back to the same position it had before
you started processing it.

General Agent Desktop settings | 7
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Fig. 1 The [ Agent desktop ] section

The working area of the agent
The working area of the contact center agent or helpdesk agent on the agent desktop is a number of tabs with
the records that are displayed in the agent desktop according to the conditions of pre-configured queues.

The agent desktop tabs are created automatically, based on the queue teams of which the current agent is a
member. Each agent desktop tab corresponds to a system object regardless of the number of the configured
queues. For example, all records coming from the “Case” type will be displayed in the [ Cases ] tab of the agent
desktop.

By default, the [ Cases ] tab displays incidents, service requests, claims, and complaints, that come from the
[ Cases to be processed ] queue. These are unresolved requests.

Note. You can set up custom agent desktop queues in the [ Queues ] section.

Note. Use the [ Agent desktop queues upload interval ] system setting to change the update cycle for
agent desktop records.

Agent desktop feed channel
Use the feed channel for prompt notification of the helpdesk agents or agents about noteworthy events of the
company. The agent desktop feed displays posts and comments from a specific feed channel. Use the [ Agent
desktop - Channel ] system setting to select this channel.

The working area of the agent (1) displays the list of records for processing.

The feed area (2) displays posts from your enterprise social network.

The analytics area (3) displays aggregate data on agent performance.
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Agent desktop dashboards
The agent desktop dashboard displays.  The agent desktop analytics consists of two tabs. One tab displays the
agent’s personal achievements and the other tab displays the team's achievements. These dashboards display
summary data for the current day.

Manage records in the Agent Desktop
The list of records displayed on the agent desktop tabs depends on the queue type, which can be "regular" or
"blind."

Display records in regular queues
Regular queues display lists of records and the agent can select which record to process. The order of the
records depends on the sorting rules of the agent desktop records.

Display records in blind queues
Blind queues display:

Use the [ Maximum number of records in progress for a blind queue ] system setting to limit the maximum
number of records that can be displayed in the list of a blind queue. By using this system setting, you can limit
the number of cases in progress shown to the agent in order to increase the case resolution efficiency.

By default, the [ Maximum number of records in progress for a blind queue ] system setting is set to “1”. Thus,
the agent desktop working area shows either the [ Next record ] button or a single record if the processing of
this record has not been completed.

If you increase the value of this system setting, the agent will be able to continue working with the record in
progress or take the next record in the queue for processing as long as the number of displayed records is not
at maximum. When the number of displayed records reaches the maximum, the [ Next record ] button becomes
unavailable.

For example, the value of the [ Maximum number of records in progress for a blind queue ] system setting has
been set to “3”.

The agent who has started processing one or two cases on the agent desktop will see both the list of his cases in
progress and the [ Next record ] button (Fig. 1). The agent can choose to continue processing the cases in the
list or take a new record.

If the agent takes a third case, it will be added to the list in the agent desktop working area and the [ Next record
] button will be unavailable, so in order to be able to take another new case for processing, the agent must
resolve at least one of the currently open cases.

Fig. 1 Blind queue example

The [ Next record ] button initiates the processing of the next record in the queue. The processing order
depends on the sorting rules of the agent desktop records.

The list of records for which the processing started, but has not been completed yet.
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Sort records on the agent desktop
The records on the agent desktop tabs are sorted based on certain rules. These sorting rules are identical for
both regular and blind queues.

Note. More information on how to sort queue records by object columns is available in a separate article.

Manage service catalog
PRODUCTS: SERVICE CREATIO  BANK CUSTOMER JOURNEY

Creatio implements the “Service catalog management” ITSM process in the [ Services ] section. This section is
designed to manage the list of services you provide. Here, you can set the parameters of services, assign
employees to process the related cases, as well as view the history of services provided.

Add services
To add a new service in Creatio:

The records whose due date has been reached are displayed at the top of the list.

These records are followed by more records from the existing queues.

If multiple queues have been created for an object, then the records from a higher priority queue will be closer
to the top of the list.

If multiple queues with the same priority have been created for an object, their records will be sorted based on
the internal sorting settings of the corresponding queues. Therefore, the records from multiple queues may
take turns on the agent desktop. If the records which are coming from different queues should not be mixed
in the list, create additional priorities in the [ Agent desktop queue priority ] and assign a separate priority for
each queue specified for the object.

The records in the queues are sorted based on the object columns first, and then – by the number of calls
connected to each record (the less repeated calls there are, the higher the record's position in the list will be).

Manage service catalog | 10
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Open the [ Services ] section and click [ New service ] in the section list.1.

Populate the service page:

Name Service name.

Status Current service status. For example, “Active” or “Under testing.”

Response
time unit

The time units used to measure the case response time, e.g., “Working days,”
“Calendar days,” etc.

Resolution
time unit

Time units used to measure the case resolution time, e.g., “Working days,” “Calendar
days,” etc.

Owner The employee responsible for the quality of the provided service. The field is only
available for Service Creatio, enterprise edition.

Category The service category, for example, “Hardware” or “Internal support.” The field is only
available for Service Creatio, enterprise edition.

Case
category

The category that will be assigned to the cases based on this service: “Incident,”
“Complaint,”“Claim,” “Consultation” (available for The Financial Services Creatio,
customer journey edition), “Service request.” When you create a new case and
populate the [ Service ] field, Creatio will specify the selected category in the [ Category
] field of the case page.

Calendar The calendar that defines the work of the support team. Creatio calculates the
response and resolution time for the service-related cases based on the selected
calendar. By default, the field is populated with the value specified in the “Base
calendar” (BaseCalendar) system setting. Custom calendars can be set up in the
corresponding lookup

2.

On the [ Service profile ] tab → [ Service team ] detail, click  and populate information about the service
team providing support within the service. The detail is only available for Service Creatio, enterprise
edition.

Note. The [ Service team ] detail contains information about the employees or employee groups
responsible for resolving cases related to a service, e.g., “Contact center agents,” “System
administrators” or “2nd line of support.”

Information on this detail is used to select assignees and assigned teams on the case page.

Populate the record data directly in the detail list.

3.
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Create a service model
A service model is a diagram that displays connections and dependencies between various IT infrastructure
items. The model is generated based on the connections between the services and the configuration items.

Note. The service models are only available in Service Creatio, enterprise edition.

To add a service to the service model:

Member/team Employees or employee groups that can resolve the service-related case. The field
lookup contains the list of administration objects: system users and user groups.

Support line Support line whose employee is assigned to provide service-related support.

Populate information about the service-related agreements on the [ Users ] tab. The tab is only available for
Service Creatio, enterprise edition.

Note. The [ Service agreements ] tab displays a list of service contracts from the [ Service agreements ]
section that include the service. To connect a service to a service contract, populate the [ Services ]
detail of the service agreement page. The information on the detail is available in the “read-only” mode.

4.

On the [ Attachments and notes ] tab, add attachments and links to the web resources related to the service.
Read more >>>

5.

Click [ Save ] to save the service record.

As a result, the new service record with the specified parameters will appear in the list of the [ Services ]
section.

6.

 In the [ Services ] section, open the record to specify the connected services and configuration items.1.

Click the [ Connected to ] tab.2.

Click  on the [ Configuration items ] detail. A new record with blank fields will appear on the detail.3.

Select the connection category with the configuration item in the [ Category ] field (Fig. 1).

Fig. 1 Selecting the connection category

4.
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Select the "Influencer" connection category to add a link to a configuration item that affects the current
service delivery.

1.

Select the "Dependent" connection category to add a link to a configuration item whose operation depends on
the current service.

2.

In the [ Configuration item ] field, select the linked configuration item. For example, the "WiFi access" service
depends on the "Router" configuration item (Fig. 2).

Fig. 2 Selecting the connected configuration item

3.

In the [ Type ] field, select a short description of connections between the current service and the selected
configuration item. For example, the "Required for" connection type can be specified for the "WiFi access"
service and the "Router" configuration item (Fig. 3).

Fig. 3 Selecting the connection type

As a result, a connection between the service and the configuration item will be specified. If the
“Influencer” category was selected upon specifying the connection, the configuration item, whose
connection has been specified will contain inverse relation with the “Dependent” category on the
[ Connected to ] tab of the [ Services ] detail. The [ Type ] field of the inverse relationship will be
automatically populated with the inverse connection type according to the “Object dependency type”
lookup content. For example, if the type of the connection is “Required for,” the inverse relation is
“Installed on.”

4.

Specify other connections to the configuration items.5.

Add connections to the relevant services by clicking  on the [ Related services ] detail. The procedure for
linking services is similar to that of linking configuration items (see steps 3-6).

6.

If required, open the [ Configurations ] section and add the missing connections between the configuration
items.

As a result, Creatio will add connections between the services and configuration items which make the visual
display of the service model possible when handling the cases or planning the changes.

7.
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Set up a support mailbox
PRODUCTS: SERVICE CREATIO

Adding support service mailboxes to Creatio helps accelerate communications wit the customers.

Set up a support email account

Set the language of the support mailbox
The mailbox language is set up for multilingual communications with customers. The following multilingual settings
are available:

You can set up the language not only for the support mailbox but also for any other mailboxes used in Creatio
for sending notifications.

The mailbox language is specified on the email account setting page (Fig. 1). You can specify only one language
for one mailbox in Creatio.

Fig. 1 Setup the support mailbox language

Creatio can add new cases based on the incoming emails.

The case customer will receive an automatic notification that a new case has been created based on their
email.

All email threads related to the case will display directly on the case page.

Set up integration with the email provider (IMAP/SMTP or MS Exchange) responsible for the support mailbox.1.

Open the system designer by clicking the  button.2.

Go to the “System setup” block → click “Lookups.”3.

Open the [ List of mailboxes for case registration ] lookup.4.

Click [ New ].5.

Click the  icon and select the mailbox added during the email integration setup.6.

Enter the mailbox name, e. g., “1st-line support”, to identify it later.7.

Repeat steps 4–6 if you are using more than one support mailbox.

As a result, all emails received on the mentioned mailboxes will be processed as basis for new case
registration.

Set up a common mailbox for the technical support team for communication with customers and sending
notifications about the case. Learn more: Configure a shared mailbox.

8.

Mailboxes for sending automatic notifications to the customers in different languages.

Email template language.

the language of notification sent to a customer without the preferred language specified.
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Search for similar cases
PRODUCTS: CUSTOMER CENTER  SERVICE ENTERPRISE

Predictive search for similar cases increases the support team efficiency. The information about similar cases
helps to streamline the solution of the current case.

This ML tool finds similar cases by analyzing the unstructured text data and displays them on the case page. The
probability score is displayed in the [ Score ] field (Fig. 1).

Fig. 1 The [ Similar cases ] detail on a case page

If you have more than 100 processed cases, Creatio will train the out-of-the-box recommendation model
automatically. This model will predict recommendations for all new cases. If necessary, you can adapt and train
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the ML model to suit your business needs. Read more: Set up searching for similar texts.

To see the prediction, go to the [ Closure and feedback ] tab on the case page. The search results will display on
the [ Similar cases ] detail. Should the case subject or description change, you can perform a new search for
similar cases by clicking [ Refresh ].

Rate the relevance of the found cases in the [ Prediction quality ] field. Your feedback will improve the accuracy of
future predictions.

Note. If Creatio stores more than 100 processed cases but will not display the similar case search results,
check if the search for similar cases is active and there is a trained ML model in the [ ML Models ] section.

Additionally, Creatio will not display the prediction if the search yields no relevant results. In this case you
can change the text similarity threshold manually on the ML model’s advanced options page. Read more:
Set up searching for similar texts.

Run the search for similar cases
You can search for cases that are similar to either a single record or  all the records in the [ Cases ] section. You
can launch the search automatically or manually.

Set up an automatic search
Creatio will search for similar cases automatically:

To set up the automatic prediction for all cases:

Run a manual search
To start a manual search for similar cases, go to the [ Cases ] section, open the needed record and click
[ Refresh ] on the [ Similar cases ] detail (Fig. 2).

Fig. 2 Searching for similar cases manually

When creating a new case.

When changing an existing case.

Daily when Creatio is loaded the least.

Open the [ ML models ] section in the [ Studio ] workplace.1.

Open the “Similar case search” model.2.

Toggle on [ Perform background update of prediction results daily during the maintenance window ] in the
[ Setting up background update of prediction results ] field group on the [ Parameters ] tab.

Note. If you need to run resource-heavy processes, such as the search for similar cases, it is better to
do it when Creatio is loaded the least. You can specify the relevant time period  in the [ Maintenance
periods ] lookup.

3.
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How predictive search for similar cases works
To find similar cases, the ML model compares the text in the [ Subject ] and [ Description ] fields of the current
case to the corresponding values of the other cases in the section. The model takes into account the matching
text parameters,  as well as the “weight” (importance) of certain words and phrases. The model considers the
cases  similar if the text exceeds the similarity threshold. The threshold  is set to 0.3 by default, however you can
alter this value and retrain the model. Read more: Set up searching for similar texts.

Blind queue workflow
PRODUCTS: SERVICE CREATIO

Let's take a look at the typical procedure to process cases via the agent desktop using a blind queue. When an
employee takes a case from the queue, the “Processing order in Agent desktop queue” business process is run.

Note. You can set up another business process to handle your cases.

To start working on a case from a regular queue:

On the corresponding tab of the agent desktop, click the [ Next record ] button (Fig. 1).
When an agent takes a case, other agents will not be able to process the case on the agent desktop.

Fig. 1 Taking a case from a regular queue

As a result, the page of the case to process next will open. The algorithm used to select a case takes into
account the queue priorities and inner sorting rules of a given queue. (Fig. 2).

Note. Learn more about elements sorting order on the agent desktop from a separate article.

1.

Blind queue workflow | 17

© 2023 Creatio. All rights reserved.

https://academy.creatio.com/docs/user/customization_tools/ai_tools/similar_texts/similar_text_search%09


On the opened case page:

Fig. 2 — Page of the case in progress

The value in the [ Status ] field is changed to “In progress”

The agent who took the case is specified as the assignee

The [ Actual response time ] field is filled in with the current date.

Perform one of the following actions:

Note. The way the records from a blind queue are displayed on the agent desktop is described in a
separate article.

2.

To process the case, change its status. For example, specify the “Resolved” status.
After you save the page, the [ Agent desktop ] section will be displayed again. The processed case will be
removed from the queue.

To postpone processing the case to another specific time, click the [ Postpone till ] button and enter the
date and the time.
Click the [ Submit ] button to return to the agent desktop. The case will not be displayed on the agent
desktop until the specified processing time comes. At the scheduled time, the case will be displayed on the
agent desktop tab only for the agent who has started handling the case. Along with this, the [ Next record
] button will be available or unavailable based on the maximum number of cases that can be assigned with
the “In progress” status simultaneously for the blind queue. This value is specified in the [ Maximum
number of records in progress for a closed queue ] system setting.

To put off processing the case, click the [ Re-queue ] button.
The [ Agent desktop ] section will be displayed again. The case  will be placed at the end of the queue
regardless of the record sorting rules of this queue. Time for processing such case will come after having
processed the cases which are on the higher positions in the queue.

To cancel processing the case, click the [ Cancel ] button.
The [ Agent desktop ] section will be displayed again showing the case which has been canceled. Along with
this, the [ Next record ] button will be available or unavailable based on the maximum number of cases that
can be assigned with the “In progress” status simultaneously for the blind queue. This value is specified in
the [ Maximum number of records in progress for a closed queue ] system setting.
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Manage queue objects
PRODUCTS: SERVICE CREATIO

The [ Queues ] section enables you to manage calls and case processing sequence. Increase the efficiency of
your contact center by creating queues tailored to your company-specific features, customer history, and case
priority.

The [ Queues ] section provides contact center or support team supervisors with the instruments to efficiently
manage incoming and outgoing communications. Customization enables you to plan for a constant flow of cases,
define priorities, and assign employees. Although typical queue elements are cases you can set up queues for
other system objects, such as accounts and contacts.

After the queues have been set up, the agent desktop will display the list of records for processing. The content
of the list depends on the following:

Default queue objects include “Contact”, “Account”, “Case”. You can set up queues for other objects. A list of
the queue objects can be found in the [ Queue objects ] lookup. The content of all queues for each object will be
displayed on a separate tab on the agent desktop. For example, cases are displayed on the [ Cases ] tab of the
agent desktop.

Queues can be populated manually or automatically. Static queues are populated manually and are commonly
used for campaigns with a set timeframe and target audiences, such as limited-time promotional offers. DYNAMIC
queues are filled in automatically as the records are created or modified in the system. Such queues are a good
option, e.g., for prioritizing the CC incoming cases. The type of queue population is determined when a queue is
created.

You can also control whether the agents can choose which record to take next. When working with open
queues, agents can choose which record to take next. The order of the records depends on the record sorting
rules on the agent desktop. Agents who work with blind queues can take only the next record in queue. In a blind
queue, an agent can take the next record only after processing the previous one.

Queues with one display type (open or closed) can be created for one object.

Manage service agreements
PRODUCTS: SERVICE ENTERPRISE

Creatio implements the "Service level management" ITSM process in the [ Service agreements ] section. Use this
section to determine the customer service requirements, manage your agreements, and in-house service
agreements. For each agreement, you can define the individual terms of service and view the statistics.

Add service agreements
To add a new service agreement:

the object the queue is created for;

queue population type (static or dynamic);

queue display type (regular or blind).
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Default service agreement

Open the [ Service agreements ] section and click [ New ] in the section list.1.

Populate the service agreement page:

Title Name of the service agreement. By default, it consists of the service agreement number
and the name of the account: “24 – Axiom”.

Number Service agreement number. Creatio automatically generates numbers according to the
pattern specified in the “Service agreement current number" (ServicePactLastNumber)
system setting. This is a non-editable field.

Type Type of service agreement:

Status Current status of the service agreement, for example, “Draft” or “Active”.

Start/End The start and end dates of the service agreement validity.

Owner Name of the user responsible for managing and updating information about the service
agreement.

Calendar The calendar that determines workdays and business hours of the support team.
Creatio uses calendars to calculate the response and resolution time for service-related
cases. By default, the field is populated with the value specified in the “Base calendar“
(BaseCalendar) system setting. Use the [ Calendars ] lookup to set up custom calendars.

Support
level

The support package that is provided according to the service agreement. Creatio
calculates the response and resolution deadline values based on the support level.

2.

SLA – service level agreement. This type is used to define the service parameters for
the end-users.

OLA – operational level agreement. This type is used to indicate the internal service
agreements of your company. For example, the agreements between departments or
employee groups.

UC – underpinning contract. These are the agreements between your company and
its suppliers. If you select the “UC” type on the [ Contract provisions ] tab, additional
fields will be available to enter information about the service provider.

On the [ Contract provisions ] tab, populate information about the service objects and services.3.

On the [ Attachments and notes ] tab, enter additional information about the service agreement and related
links to web resources. For example, attach a photocopy of the signed agreement. Read more >>>

4.

Click [ Save ] to save the service agreement.

As a result, the new service agreement record with the specified parameters will appear in the list of the
[ Service agreements ] section.

5.
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In addition to the agreements with the specific service consumers, the [ Service agreements ] section must
include an agreement that includes the minimum set of services, provided to any consumer i.g., a “default service
agreement.”

This agreement can be used to obtain customer support service when no appropriate service agreement is found
for a particular case.

The default service agreement should be specified in the “Default service agreement” (DefaultServicePact)
system setting.

Add service objects to SLA
Information about the service objects is represented on the [ Service recipients ] detail of the service agreement
page.

To specify service objects for a service agreement:

As a result:

Add services to SLA
Set up a list of services provided under a service agreement on the [ Services ] detail of the service agreement
page.

To add a service to a service agreement:

Open the [ Service agreements ] section, select the needed record and click [ Open ].1.

Add accounts and contacts to the [ Service recipients ] detail:2.

Click  → [ Account ] or [ Contact ].a.

In the window that opens, select the needed account or contact and click [ Select ].b.

Add departments of the service recipient accounts, if only specific departments can use this service level:3.

Select an account under [ Service recipients ], then click  → [ Select department ].a.

In the window that opens, select the departments that will receive services under the service agreement →
click [ Select ].

b.

Click [ Save ] on the service agreement page.4.

Creatio will use the information on the [ Service recipients ] detail when selecting a service agreement on the
case page.

If you added departments, a record for each selected department will appear on the [ Service recipients ]
detail. The service agreement will be valid for the selected departments only.

Open the [ Service agreements ] section, select the needed record and click [ Open ].1.

Go to [ Contract provisions ] → [ Services ] → click . A lookup window opens, displaying a list of all services
from the [ Services ] section.

2.

Select the services provided under this service agreement and click [ Select ].

As a result, the service(s) will be added to the [ Services ] detail list with the default terms of service provision.

3.
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Modify service provision terms in SLA
Services are added to the service agreements with their default terms of provision: calendars, response, and
resolution deadlines. You can modify the terms within the framework of a specific SLA:

Set service providers for UC
If you add an “Underpinning contract” in the [ Service agreements ] section by selecting “UC” on the [ Type ]
field, additional fields for entering information on the subcontractor service provider become available in a
separate [ Service provider ] group on the [ Contract provisions ] tab of the service agreement page:

 

Set up “Junk” case registration

Open the [ Service agreements ] section, select the needed record and click [ Open ].1.

Select a service on the [ Services ] detail, click  → [ Edit ]. A [ Service in service contract ] page opens.2.

Specify the service provisions within the selected service agreement:

Service Name of service provided under the selected agreement. It is defined after adding the
service to the agreement. This is a non-editable field.

Response
time

Estimated response and resolution time used for processing service-related cases
under the corresponding service agreement. By default, the fields are populated with
the response and resolution time values specified on the service page of the [ Services ]
section. However, you can set other values for the selected service. Creatio will use the
entered data to calculate the response and resolution time values for cases under the
selected service agreement.

Resolution
time

Status Status of the service provided under the selected service agreement.

Calendar The calendar that is used for providing services under the selected service agreement.
If this field is empty, Creatio will calculate the case-related response and resolution time
values using the calendar specified in the [ Calendar ] field of the service agreement
page.

3.

Click [ Save ].

As a result, Creatio will use the information of the [ Services ] detail when selecting customer service
provisions and calculating the response and resolution time for cases.

4.

Populate the Service provider → Account field by specifying the company that provides services under the
corresponding service agreement. If you populate the [ Contact ] field, the [ Account ] field will be
automatically populated with the account specified on the page of the selected agreement.

Populate the Service provider → Contact field by specifying the contact person of the supplier that you
work with under the agreement. If you populate the [ Account ] field, the contact lookup will contain contacts
of the selected company only.
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PRODUCTS: SERVICE CREATIO

Creation can process incoming “junk” emails, e.g., spam, auto-replies, and internal emails so that the agents do
not spend time on them.

The setup procedure is as follows:

 

Create a case
PRODUCTS: SERVICE CREATIO  BANK CUSTOMER JOURNEY

Creatio uses the [ Cases ] section to manage any incoming requests from the customers.

Service Creatio, enterprise edition uses the [ Cases ] section for managing ITSM incidents and service
requests.

Service Creatio, customer center edition uses the [ Cases ] section for managing contact center inquiries,
including incidents, claims, suggestions, feedback and service requests.

In Creatio a case can be created in the following ways:

Create a case from the [Cases] section
To manually register a new case:

Specify email addresses, address strains or email domains of “junk” emails in the Blacklist of email
addresses and domains for case registration lookup. By default, the lookup contains the following
values commonly used in the bulk emails: postmaster, noreply, no-reply, mail-daemon, mailer-daemon.

1.

Specify the processing routine for “junk” emails in the “Create cases from junk emails”
(CreateCasesFromJunkEmails) system setting.

2.

Clear the [ Default value ] checkbox to disable creating cases based on “junk” emails.a.

Select the [ Default value ] checkbox to create cases based on “junk” emails.b.

If you select the [ Default value ] checkbox in the “Create cases from junk emails” system setting,  populate
the [ Default value ] field of the “Junk case default status” (JunkCaseDefaultStatus) system setting. For
instance, select “Canceled” to automatically cancel any cases created from “junk” emails.

3.

Customers can register on your self-service portal on their own. Read more >>>

The system can automatically create a new case upon receiving an email sent to the specified support email
address. Read more >>>

Agents can add cases based on the incoming calls using the communication panel Read more >>>

Employees can create new cases directly in the [ Cases ] section Read more >>>

Employees can create cases based on the incoming emails Read more >>>

Go the Cases section.1.

Click the New case button. The case page will open.2.
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The date and time of a case registration display according to the time zone, specified in the user profile. If the
time zone is not specified in the profile, Creatio uses the value from the “Default TimeZone” system setting. If the
time zone is not specified neither in the user profile, nor in the “Default TimeZone” system setting, Creatio sets
the date and time on the case page based on the time of the user browser.

Note. To set a specific time zone manually, specify the needed value in the “Default TimeZone” system
setting.
More information about system settings is available in The [ System settings ] section article.

Enter the case data.3.

Populate the case profile:4.

Select the customer for this case in the [ Contact ] or [ Account ] field. One of these fields must be
populated.

a.

Select a service to which the case is connected. Service Creatio, enterprise edition will also automatically
populte the [ Service agreement ] field. 

b.

The [ Response time ] and [ Resolution time ] fields will also be populated automatically.c.

Specify the case category.d.

Specify the assignee or assignees group for the case.   If you set up the predictive case routing, the
[ Service ] and [ Assignee group ] fields will be populated automatically.

e.

Save the case.

As a result, a new Creatio case will be added (Fig. 1).

Fig. 1 Example of a new case page (Service Creatio, enterprise edition)

5.
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Similarly, you can set the resolution time value.

Create a case from an existing case communication email
thread
You can create a new case from the email thread of an existing case. For example, if you need to solve an
additional task concerning another service during processing a specific case. To create a case from an existing
case communication email thread:

Create a case from the Communication Panel

Open an existing case and go to the [ Processing ] tab.1.

Highlight a message text or portal post containing customer request. The  button will appear in the top

right corner of the highlighted text.

2.

Click the button that appears (Fig. 2). As a result, a new case will be created with the following values:
[ Subject ], [ Description ], [ Source ], [ Contact ], [ Account ],  and [ Category ] of the new case will be
populated automatically. Service Creatio, enterprise edition will also automatically populate the [ Service
agreement ] field.

Fig. 2 Creating a new case from the communication thread

3.
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You can register cases while receiving or making phone calls. To do this, use the [ Processes ] block on the
communication panel (Fig. 3).

Note. Actions in the [ Processes ] block are only available to users in the "CC agents” organizational role.

Fig. 3 Processing cases during a phone call

Create a new case
Click [ Create a new case ]. A new case page opens.

Consulting for an existing case
Click [ Consult on an existing case ]. As a result:

Automatic registration of cases based on incoming emails

If the call contact has been identified, Creatio populates the [ Contact ] and [ Account ] fields automatically.

If the call contact was not identified, populate the case contact and account manually.
If you create a new contact, you will need to populate the contact data manually. If you click [ Yes ], the
contact page will open.

If the call contact was identified, this contact’s page will open. Go to the [ History ] tab, select a previously
created case, and continue your consultation.

If the call contact is not found, a new contact page will open. Fill in the fields and save the contact. Continue
processing the case by filling in the data on a new case page.
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Creatio adds a new case for any valid incoming email that is not a part of an existing case thread.

Case registration by email requires email integration. Additionally, set up at least one support mailbox and junk
email processing rules.

Add a new case from an email
Creatio will add a new case in the following cases:

Link an email to an existing case
For cases created by email, Creatio automatically links follow-up emails to the corresponding case.
Messages from mailboxes specified in the [ List of mailboxes for case registration ] lookup will be associated with
cases.

If an email cannot be connected to existing cases, Creatio automatically creates a new case. Creatio identifies the
contact and account of the created case based on the sender's email address. All incoming emails are connected
to accounts and contacts in the same manner.

Creatio finds the corresponding case using the following methods:

If a case was found, Creatio checks its status:

The email address of the recipient is in the [ List of email addresses for case registration ] lookup.

The email address from which the letter was received is in not the blacklist;

The email subject does not contain a case number; The system identifies the case number in the subject of an
incoming email according to the [ Case number mask ] system setting.

The email subject contains a case number, but no corresponding case can be found;

The email subject contains a case number, but the corresponding case is in its final state i.e., “Closed” or
“Cancelled”.

If the email address from which the letter was received is in the blacklist, and if the system is configured to
check the unwanted messages and automatically assign them the status specified in the [ Junk case default
status ] lookup.

By email thread. If the email message is a part of an email thread, it inherits all links from the previous email
in the thread, including case links.

1.

By the case number in the email subject. If no cases are linked to an email thread, Creatio checks the
message subject for a case number. The “Case number mask” system setting is taken into account. If the
email subject contains a valid case number, Creatio searches for cases with this number.  If the case number
mask in the email subject is different from that in the “Case number mask” system setting, the email will not
be liked to that case automatically. For example, if the current case number mask is “SR-{0}”, there is a case
with number “SR_2”, the email that has “SR_2” in its subject will not be connected to this case. A new case will
be created instead.

2.

By the case number in the message body. If there is no valid case number in the email subject, Creatio
checks the email body for the case number. Creatio checks both the message text and email markup. You can
disable linking emails to cases by case number in the email body by changing the value of the following system
setting: “Connect emails to cases by case number in the email body” (ConnectEmailsByCaseNumberInBody).

If a case was not found by any of the methods, Creatio creates a new case based on the email.

3.
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Process incoming cases
Creatio analyzes all the incoming emails for auto-replies and spam, which helps to reduce the workload of
support agents who initially process email messages, and increase the efficiency of their work.

You can control the system behavior when "junk" emails are received and determine whether cases should be
registered based on these emails. If the sender’s email address or its domain is included in the blacklist (Fig. 4),
the system will either create a case or ignore the email, depending on the value of the [ Create cases from "junk"
emails ] system setting.

Fig. 4 The [ Blacklist of email addresses and domains for case registration ] lookup

By default, the system assigns the “Canceled” status with “Received from blacklisted email” reason for closing
for all cases created from “junk” emails (Fig. 5). The “junk” case status can be changed in the [ Junk case default
status ] system setting.

Fig. 5 Case registered by “junk” email

If the case status is “New” or “In progress,” the email will be linked to the case and display on the [ Processing
] tab of the case page.

If the case is in a final status (e.g., “Closed”), Creatio will add a new case and link the email to it. The email will
also be displayed in the processing history of the closed case.

If the case is in a non-final resolved or paused state (e.g., “Resolved” or “Waiting for response”), Creatio will
change its status to “Reopened” and link the email to the case.
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Read more in the Set up “Junk” case registration article.

Incoming call workflow
PRODUCTS: SERVICE CREATIO

Creatio provides two out-of-the-box business processes to handle cases received by a call. The processes start
when an agent receives a call from a customer.

Attention. Telephony setup is needed to work by the processes. Furthermore, the processes are available
only for the users included in the folder specified in the [ Folder – Contact Center agents ] system setting.

When taking a call, an agent can choose to run one of the Creatio business processes, depending on the call
purpose: create a new case or start consultation for an existing case.

The process flow depends on whether the subscriber is identified or not. The system allows identifying the
contact or creating a new one. According to the customer's request, a new case will be created or the contact
page will open. On this page, the agent will be able to see the history of communication with the customer and
provide consultations regarding the existing cases.

When a call is received, the [ Calls ] tab becomes active on the communication panel. On the [ Processes ] detail
of the [ Call ] tab, the following actions become available: [ Add new case ] and [ Advice on existing case ]. Each
action starts the corresponding business process.

Case registration process
To register a new case when taking a call, select the [ Add new case ] action. This action will trigger the
corresponding process. The process can have different flows based on different conditions. These flows and
conditions can be summarized in the following table.
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Condition Agent actions

The contact is
uniquely
identified by a
phone number
registered in the
system.

Clicking the [ Add new case ] button opens a new case page where you should
enter the information provided by the customer. On the case page, the [ Contact ]
field is automatically populated.

The system
detected multiple
contacts with the
same phone
number from
which the call has
been received

The call panel displays the [ Search results ] detail that contains the list of contacts
with the phone number from which the call has been received. Click the record of
the right contact and then click the [ Add new case ] button, so a new case page
will open. The [ Contact ] field on the page will be automatically populated.

The contact is
not identified by
the phone
number, but the
call has been
received from a
customer already
registered in the
system

Clicking the [ Add new case ] button opens the contact identification page. On this
page, you can search for the contact by name, by communication options, or by
the name of the company where the employee works. Select proper contact and
then click the [ Add new case ] button, so a new case page will open. The [ Contact
] field on the page will be automatically populated. The phone number from which
the call has been received will be added to the [ Communication options ] detail of
the selected contact.

The contact is
not identified by
the phone
number and the
call has been
received from a
new customer

Clicking the [ Add new case ] button opens a contact identification page where you
should select the [ Add case and contact ] action. On the opened page, enter
contact data. Click the [ Next ] button, so a new case page will open. The [ Contact
] field on this page will be automatically filled in. If needed, you can edit the record of
the new contact after saving the record of the new case.

Advising on an existing case process
To advice a customer on an existing case, select the [ Advice on existing case ] action. This action will trigger the
corresponding process. The process can have different flows based on different conditions. These flows and
conditions can be summarized in the following table.

Incoming call workflow | 30

© 2023 Creatio. All rights reserved.



Condition Agent actions

The contact is
uniquely identified by a
phone number
registered in the
system.

Clicking the [ Advice on existing case ] button opens the page of the caller
contact. Open the [ History ] tab to view the list of cases connected to the
given contact.

The system detected
multiple contacts with
the same phone
number from which
the call has been
received

The call panel displays the [ Search results ] detail that contains the list of
contacts with the phone number from which the call has been received. Click
the record of the needed contact and then click the [ Advice on existing case ]
button. The page of the selected contact will open. Open the [ History ] tab to
view the list of cases connected to the given contact.

The contact is not
identified by the phone
number, but the call
has been received
from a customer
already registered in
the system

Clicking the [ Advice on existing case ] button opens the contact identification
page. On this page, you can search for the contact by name, by
communication options, by the number of the registered case, or by the name
of the company where the employee works. Select proper contact and then
click the [ Add new case ] button, The page of the selected contact will open.
Open the [ History ] tab to view the list of cases connected to the given
contact.

The contact is not
identified by the phone
number and the call
has been received
from a new customer
for whom registered
cases have not been
found

You will need to proceed to the process of creating a new case. Clicking the
[ Advice on existing case ] button opens a contact identification page where
you should select the [ Add case and contact ] action. On the opened page,
enter contact data. Click the [ Next ] button, so a new case page will open. The
[ Contact ] field on this page will be automatically filled in. If needed, you can
edit the record of the new contact after saving the record of the new case.

Create dynamic queue
PRODUCTS: SERVICE CREATIO

Dynamic queues are populated automatically. The queue will be populated with records that match a specific filter
condition. For example, dynamic queues can be used to process new cases that have not yet been assigned a
responsible.

Let's take a closer look at how to create and populate dynamic case queues. To create a dynamic queue for
cases where the resolution deadline is today or falls within the nearest three days: To do this:

Go to the [ Queues ] section.1.

Open the [ Queues setup ] view and add a new element.2.

Specify the name of the queue in the opened window.3.
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Select the priority for the queue. The queue priority influences the display order of the queue elements on the
agent desktop.

Note. Learn more about elements sorting order on the agent desktop from a separate article.

4.

Select a system object in the [ Queue type ] field. In our case, it is “Case”. You can customize queue objects in
the [ Queue objects ] lookup by clicking the [ Queue sorting setup ] action in the [ Queues ] section. After
saving the queue you cannot change its type.

Note. The selected object defines the queue type - regular or blind.

5.

Select the "In progress" queue status.

Note. The agent desktop displays only active queues. The status of active queues is “In progress”. By
default, the status is "Active".

6.

Select a business process in the [ Process ] field. The selected business process will be run each time an agent
takes an element from the queue. Select the “Agent desktop: Queue cases processing” business process for
cases.

Note. To be able to use a process in a queue, add two global parameters to it: “queueelementId” and
“entityRecordId” with the "Unique identifier” type. The record ID from the ([ Queue element ] object) is
passed to the “queueelementId” parameter, and the contact/case/application record ID is passed to the
“entityRecordId” parameter.

7.

Select the [ Automatically by filter conditions ] option in the [ Queue population type ] field group on the
[ Queue population ] tab.

8.

Specify the filter conditions in the filter area.9.

Click the [ Add condition ] link and select the [ Resolution time ] column in the opened window. Select the
value of the condition: "Day → Today”(Fig. 1).

Fig. 1  Setting up the "Resolution time = Today” filter condition

a.
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Attention. If you do not specify the filter condition for a dynamic queue, the queue elements will not be
displayed on the agent desktop.

Add another filter condition: "Resolution time = Following 3 days" (Fig. 2).

Fig. 2 Setting up the "Resolution time =Following 3 days” filter condition

b.

Select the "OR" logical operator (Fig. 3).

Fig. 3 Selecting the "OR" logical operator

c.

To form a list of agents to process objects from the queue, go to the [ Team ] tab. Click the [ New ] button
and select the required employees. The selected contacts can process the content of the queue from the
agent desktop.

10.
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Manage configuration items (CI)
PRODUCTS: SERVICE ENTERPRISE

Creatio implements the "Configuration management"/"Asset management" ITSM process in the [ Configuration
items ] section. Use this section to manage information about your configuration items (CI) to keep them
operational and maintain the high quality of the service delivery.

Note. A “configuration item” in Creatio represents some form of software or hardware that affects the

Attention. Only those agents who have the [ Active ] checkbox selected on the [ Team ] tab can
process the queues. By default, this checkbox is selected for all contacts on the detail. You can clear the
checkbox for certain agents. In this case, the queue elements of the queue will not be displayed on the
agent desktop for these agents.

Save and close the page.

To view the content of the queue, select the [ Fill queues ] action from the action menu of the [ Queues ]
section. Open the queue record. All applications in the current queue will be displayed on the [ Queue
population ] detail (Fig. 4). The data is available in read-only mode.

Fig. 4 Dynamic queue page

11.
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provided IT services.

Add configuration items
Open the [ Configuration items ] section and click [ New ] in the section list.1.

Populate the configuration item page:

Name Name of the configuration item.

Category Configuration item category, for example, “Peripherals” or “Software.”

Type Configuration item type, for example, “Printer” or “Operating system.” A list of possible
values for this field depends on the selected configuration item. Configuration item type
dependency on the category is defined in the [ CI types ] lookup.

Model Model of the configuration item. A list of possible values for this field depends on the
type of the selected configuration item. Configuration item model dependency on the
category is defined in the [ CI models ] lookup.

Status The current status of the configuration item, for example, “Active” or “Under
maintenance.”

Inventory
number

Configuration item inventory number defined by the company to manage infrastructure
items.

Serial
number

The serial number of the configuration item as specified by the manufacturer.

2.

On the [ General information ] tab, populate additional information related to the configuration item, such as
the information about the CI users and components:

Owner Creatio user responsible for updating the information on the configuration item.

Parent CI The configuration item that has the current CI as one of its components. When you
save the record, the current configuration item displays on the [ Components ] detail of
the configuration item selected in the field.

Purchased
on

The purchase date of the configuration item.

Warranty
valid until

The expiry date of the warranty period of the configuration item.

Retired on Date when the configuration item goes out of service.

3.
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On the [ Location ] detail, specify the location of the configuration item. This data enables tracking the
movement of the configuration item at different periods:

Country The location of the configuration item.

The [ State/province ] and [ City ] fields are connected to the [ Country ] field. For
example, the [ Country ] field will be populated automatically when you populate the [ City
] field. Similarly, if you enter a state, Creatio will populate the [ Country ] field
automatically.

When you populate the [ Country ] field, the [ State ] and [ City ] fields will display only
those states and cities that correspond to the selected country. You can associate a
state/province with a certain country in the [ States/provinces ] lookup and associate a
city with a country – in the [ Cities ] lookup.

Region

City

Street

Start
The time when the configuration item is on the location.

End

Address The full address of the configuration item location. Creatio populates the field
automatically based on the information in the [ Country ], [ Region ], [ City ], [ Street ]
fields/ You can change the field value manually.

4.

On the [ Users ] detail, specify the list of the main users of the configuration item. The list of CI users can
include contacts, accounts, or departments.

5.

Click  → [ Account ] or [ Contact ].a.

In the window that opens, select one or more accounts → click [ Select ]. As a result, the selected account
will be added to the [ Users ] detail list.

b.

Add department of an account if the CI is used by separate departments only:6.

On the [ Users ] detail, select an account, then click  → [ Select departments ].a.

In the window that opens, select the departments that use the configuration item → click [ Select ].b.

On the [ Components ] detail, specify the list of configuration items that comprise the current CI.7.

Click the  → [ Related component ] to add a component that affects the functioning of the current
configuration item. When the related component is added, the current and related configuration items will
be automatically connected on the [ Connected configuration items ] detail on the [ Connected to ] tab.

a.

Click the  → [ Component ] to add a component that is a part of the current configuration item. The
current configuration item and the component will not be automatically connected through the [ Connected
configuration items ] detail.

b.

Select a record → click [ Select ]. As a result, the current configuration item will be specified as the parent for
the added components.

Note. A configuration item can only be a component of a single configuration item.

8.
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Link assets with services to create a service model
A service model is a diagram that displays dependencies between various elements in the IT infrastructure. The
model is based on the connections between the services and the configuration items.

To create a service model for a configuration item:

On the [ Attachments and notes ] tab, add additional information about the selected configuration item. Read
more >>> 

9.

Click [ Save ] to save the configuration item record.

As a result, the new configuration item record with the specified parameters will appear in the list of the
[ Configuration items ] section.

10.

In the [ Configuration items ] section, open the record to specify the services and connected configuration
items.

1.

Click the [ Connected to ] tab.2.

Click  on the [ Services ] detail. A new record with blank fields will appear on the detail.3.

Select the connection category with the service in the [ Category ] field (Fig. 1):

Fig. 1 Selecting the connection category

4.

Select the "Dependent" connection category to add a link to a service, whose delivery depends on the current
configuration item.

1.

Select the "Influencer" connection category to add a link to a service whose operation affects the current
configuration item.

2.

In the [ Service ] field, select the linked service. For example, the "WiFi access" service depends on the
"Router" configuration item (Fig. 2).

Fig. 2 Selecting the connected configuration item

3.
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Set up automatic categorization of cases
registered from email
PRODUCTS: SERVICE CREATIO

Configure automatic identification of category for cases registered from incoming emails to accelerate the
processing of new cases created from emails. You are able to assign categories for cases received from different
shared email accounts.

In the [ Type ] field, select a short description of connections between the current configuration item and the
selected service. For example, the "Required for" connection type can be specified for the "WiFi access"
service and the "Router" configuration item (Fig. 3).

Fig. 3 Selecting the connection type

As a result, you will create a connection between the service and the configuration item. If you selected
the “Influencer” category, the corresponding service will have an inverse relation (i.e., “Dependent”) on
the [ Connected to ] tab of the [ Configuration items ] detail. The [ Type ] field of the inverse relationship will
be automatically populated with the inverse connection type according to the “Object dependency type”
lookup content. For example, if the type of the connection is “Required for,” the inverse relation is
“Installed on.”

4.

Specify other connections to the configuration items.5.

Add connections to the relevant configuration items by clicking  on the [ Connected configuration item ]
detail. The procedure for linking configuration items is similar to that of linking services (see steps 3-6).

6.

If required, open the [ Services ] section and add the missing connections between the services.

As a result, Creatio will add connections between the services and configuration items which make the visual
display of the service model possible when handling the cases or planning the changes.

7.
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The setup procedure is as follows:

Set up case registration from emails from mailbox alias 
Creatio can automatically register cases based on the emails that were forwarded to the Creatio mailbox from a
different email. Note that Creatio will not add new cases for emails that were copied from one mailbox to another
on the email server. To do this:

If Creatio does not register cases from emails sent to mailbox aliases, check if the mail client sets the tag “Auto-
Submitted: auto-generated” for the forwarded messages. Cancel tagging the emails with this tag if your email
client permits it. If the “Auto-Submitted” tag is required, make sure that you set its value to “No.” If you cannot
manage tags on the email client side, disable protection from auto-generated emails in Creatio. To do so:

Make sure that support service mailboxes are configured. Read more in the “Set up support mailboxes”
article.

1.

Enable automatic categorization by editing the “Enable the relationship between support mailboxes and the
categories of processed cases” system setting.

2.

In the [ List of mailboxes for case registration ] lookup configure connection between support service
mailboxes and case categories. To do this:

3.

Select a mailbox to set connection with case categories and click .a.

On the opened edit page, specify the value in the [ Case category ] field. This value will be assigned to all
cases registered from this mailbox. For example, “Service request”.

b.

If you already have configured case registration from incoming emails for several mailboxes, repeat steps a
and b for each mailbox.

c.

Click  to open the System Designer.1.

Open the Lookups section.2.

Open the List of mailboxes for case registration.3.

Click New.4.

Populate the parameters of the new record:5.

Mailbox – the mailbox that was synchronized with Creatio.a.

Mailbox alias – the mailbox alias from which the emails are forwarded to the Creatio mailbox.b.

Case category – the default category for all cases received from this mailbox. This lets you set up
different categories for cases that arrive at a regular mailbox and those forwarded from mailbox aliases.

c.

Add a lookup record for each mailbox alias used for receiving support emails.6.

Click  to open the System Designer.1.

Open the Lookups section.2.

Open the Email header properties management lookup.3.

Click “Auto-Submitted” and clear the checkbox in the Active column.

Please note that disabling protection from auto-generated emails will decrease the strength of Creatio’s spam
protection.

4.
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Service agreement selection
PRODUCTS: SERVICE ENTERPRISE

The service agreements are available in Service Creatio, enterprise edition. Creatio selects applicable service
agreement automatically, based on the values in the [ Contact ] and [ Account ] fields. Only active service
agreements whose expiration date exceeds or is equal to the current date can be selected. Service agreements
in the statuses that are marked as [ Active ] in the [ Service agreement statuses ] lookup are considered open.

The list of agreements available for selection depends on the values in the [ Contact ] and the [ Account ] fields of
the case page, as well as on information on the [ Service recipients ] detail that is located on the [ Contract
provisions ] tab on the service agreement page. The list of service agreements will display only the ones that have
the specified contact and/or account added to the [ Service recipients ] detail. So the field is filled in with one of
the agreements according to the following priorities:

If several service agreements meet the required conditions, the one with the higher priority will be specified in the
[ Service agreement ] field. The rest of the service agreements are available in the list. If multiple service
agreements apply to the case, the following is selected as the primary agreement:

If the [ Contact ] field is filled in, the [ Service agreement ] field fills in with the agreement that meets one of the
requirements:

1.

A contact specified on the case page is found on the [ Service recipients ] detail of the service agreement.a.

A department of the account that the specified contact is connected to is found on the [ Service recipients
] detail of the agreement.

b.

An account that the specified contact is connected to is found on the [ Service recipients ] detail of the
agreement.

c.

If the [ Contact ] field is empty and the [ Account ] field is filled in, the [ Service agreement ] field will be filled in
with the one that has the specified account added to the [ Service recipient ] detail.

2.

If no service agreements meet the required conditions, the [ Service agreement ] field is filled in with the base
service agreement. The base service agreement provides the minimum number of services. You can set it up
using the "Default service agreement" system setting.

3.

Contact’s service agreement (the contact is specified on the [ Service objects ] detail of the service
agreement).

1.

The service agreement of the contact’s department.2.

The account’s service agreement.

When you change the value in the [ Contact ], [ Account ] or any other field that govern the process of
selecting a service agreement, the list of available service agreements is reconsidered.

Note. Information about the account and department that the contact is connected to can be found on
the contact page. The portal user’s account and department are specified on the [ Service objects ]
detail.

The [ Service agreement ] field is available for editing at any case processing stage.

3.
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Case FAQ
PRODUCTS: SERVICE CREATIO

Why doesn’t the list display all cases even when you scroll all the way down?
By default, the list displays only open cases with the “New”, “In progress”, “Pending”, “Resolved” or “Reopened”
statuses. To display closed and canceled cases, select the [ Show closed cases ] checkbox.

Also, the list may not display all cases due to the current custom filter settings (Fig. 1). To remove the quick filter,
click the  button on the right.

Fig. 1 Using the quick filter example

Why can’t I select a service in a case, though there are records in the [Services] section?
Service in in a case can only be selected after the user’s service agreement has been specified. A user can only
specify services that are a part of their service agreement. To specify a service in a case, one of the following
conditions must be met:

Why was the case reopened?
Paused cases and cases being resolved (in the "Pending", "Resolved” status), will be automatically reopened in
case a new message from the case customer is received on the self-service portal or an incoming email-message
with the case number in its subject has been received. You can also reopen a case manually by selecting the
“Reopened” status on the workflow bar (Fig. 2).

Fig. 2 Reopening a case manually

Why after reopening a case, the [Assignee] field is cleared?
After receiving a new email or message on the self-service portal for a paused and resolved case (in the
"Pending", "Resolved” status), the case will be reopened. The [ Assignee ] field will be cleared, and the case will be
transitioned to the queue for processing. This will ensure that the case customer receives a response to their
case as soon as possible, regardless of the agent's workload, or their presence in the workplace at the time of
receiving a case from the customer.

A valid service agreement exists with the case contact or their company, which includes services with the
corresponding category, for example, "Incident";

Customers without a service agreement can use a default service agreement.
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Why can’t I attach an email or publish a message for a case in a final stage?
A case in a final stage is a case that was fully processed. This case cannot be re-opened or resolve again.
Incoming emails will not be attached to this case. If at any point a user asks an additional question about a closed
or canceled case, you need to register a new case and specify the closed case as its parent case.

Case feed is accessible for the support team regardless of its status. Service team member can manually
connect any incoming and outgoing message to the case in the final stage or send the email from the case page.

In what cases and why does the system send automatic notifications to contacts?
By default, automatic notifications are sent to case contacts in 2 instances:

Read more in the “Set up automatic email notifications” article.

Automatic notifications are not sent when:

How do I add new case notifications?
To add new or change existing case status change notification, do the following:

What happens to a case that was not evaluated?
If customers do not assess the support service quality after receiving a message about case resolution, they will
receive an additional evaluation request in a few days. If no evaluation is received after the additional request, the
case will be closed automatically. The evaluation response waiting time is set in the Number of waiting days to
reevaluate resolved case and Number of waiting days after second reminder of resolved case
system settings.

How do I disable case re-evaluation request?
Case re-evaluation request is made, if the first request went unanswered. Reevaluation requests are made by the
“Reevaluate case level request process” (the ReevaluateCaseLevelRequestProcess schema of the Case package)
business process. Deactivate this business process, and the re-evaluation requests will not be sent anymore.

How do I disable reopening cases by emails?
To disable reopening cases by incoming emails, you must disable the following business processes:

when a new comment is posted on the self-service portal;

when the case status is changed (registered, pending, resolved, canceled, etc).

the case contact profile does not contain email address;

the mailbox for automatic notifications is not set up.

Set up an email template: Read more >>>1.

In the [ Case contact notification rules ] lookup, create new or edit an existing rule and connect it to the
created email template. Read more >>>

For any other notifications you need to create a business process by which emails will be sent and specify
the email template.

2.
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Why can’t I escalate a case?
The [ Escalate ] action is available only in the Service Creatio, enterprise edition. In the Creatio customer center,
you can reassign the case. To do this click the  button in the [ Owner ] field and select an employee who will
continue processing of the case.

Why the searching for similar cases is disabled for me?
The [ Search for similar cases ] action is available only in the Service Creatio, enterprise edition. In the Service
Creatio, customer center edition, you can attach the knowledge base article to the case and assign a parent case.

Supervisor workflows
PRODUCTS: SERVICE CREATIO

The contact center or support team supervisor can use the [ Queues ] section to control the queue elements
handling.

Here you can view all cases and other queue elements:

Note. Any user who has access to the [ Queues ] section can perform all operations as the contact center
manager.

Monitor contact center performance

“Run process: Reopen case and notify assignee on receiving an answer regarding the case” (the
RunSendNotificationCaseOwnerProcess schema of the CaseService package);

“Reopen case and notify assignee on receiving an answer regarding the case” (the
SendNotificationToCaseOwner schema of the CaseService package);

“Send email to case contact after adding a portal message” (the CasePortalMessageHistoryNotificationProcess
schema of the Portal package).

You can monitor the work of the contact center on-line. When monitoring the content of all queues in one list,
a contact center supervisor can view the number of cases or outgoing calls or elements that are already in
progress.

Track the performance of specific queues and control the workload of particular agents using the quick filters.

Due to the similar queue element sorting, as well as on the agent desktop agent page, the supervisor can
identify which queue elements are going to be processed.

Distribute the current workload between the agents by assigning the agents to specific queue elements.
Involve additional agents to work with the queues. Delegate cases from one agent to the other or cancel
handling the case by a particular agent.

Join the contact center team: take cases and other queue elements, return the elements that were closed
incorrectly back to the corresponding queues, manually close the queue elements that do not require
processing.
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The key element of agent workflow management is the ability to monitor the total workload of the contact center.
When monitoring all outgoing calls and incoming cases in a single list, the supervisor can quickly identify the
cases that require attention.

Use the [ Queues ] section to view all incoming cases, contacts, and accounts in a single list if they were added to
the static queues or are within the dynamic queues according to the filter settings.

The list displays key information about the queue content. You can manage the information displayed using the
standard [ View ] menu > [ Select fields to display ] menu.

Queue The queue to which the element belongs. Click the queue name to open the setup
page of the current queue.

Agent The agent who processed the queue element or was assigned by the contact center
manager to handle the queue element.

Status Current status of the element in a queue:

"Not processed" – the agent has not started working with the element. Assigning the
agent does not change the status of the element in the queue.

"In progress" – the agent has started working on the element by clicking the [ Take it
] button.

"Processed" – the agent has finished working with this element. The elements in this
status are not displayed unless the [ Show processed ] checkbox is checked.

Date of next
handling

The field displays the date when this element is scheduled for processing if the agent
postponed the processing of this element.

Number of
postponements

The number of times the element was returned to the queue by clicking the [ Back to
queue ] button.

Case,

Account,

Contact, etc.

The main fields of the queue object. The “primary display columns” of the queue
object. The primary display column contains the case number for the "Cases" queue
object or the contact full name for the "Contact" queue object. If you add other
objects to the [ Queue objects ] lookup, their primary display columns will be
displayed in this field too.

Click the queue element name to open the corresponding record page.

Note. Customize columns to display fields of queue objects in the list. For example, you can add the [ Case
subject ] field to the list of the [ Queues ] section.

The [ Queues ] section displays information about queue elements that are being processed, elements that were
taken by an agent and postponed, and those that were not taken. When sorting elements by the [ Agent ] or
[ Status ] column, the contact center manager can view the current status of the operations.

Manage progress on specific queues

Supervisor workflows | 44

© 2023 Creatio. All rights reserved.

https://academy.creatio.com/documents?product=studio&ver=7&id=802
https://academy.creatio.com/documents?product=administration&ver=7&id=801
https://academy.creatio.com/documents?product=base&ver=7&id=1231


To monitor the progress of particular queues, the contact center manager can quickly display data for particular
queues. For example, the queues filter can be used to analyze calls to customers for one or several product
promotions.

To view particular queue items, filter the records using the [ Queue ] filter:

You can view the progress for specific queues by displaying the total number of their elements. To view the
queue elements:

To display processed elements, select the [ Show processed ] checkbox. Only processed elements from the
selected queues will be displayed in the list, for example, closed cases or completed calls.

To view which queue elements are in the process, sort the elements by [ Agent ] or [ Status ] column.

Manage current workload of an agent
To view the current workload of an agent, filter the elements by the agent in the [ Queues ] section. The filter
enables you to view the current workload for one or several agents regardless of which queues they work with.

To filter the case by an agent:

The contact center manager can then monitor which cases the agent is currently processing and which the agent
has already processed.

Plan agent workload
To plan which queue elements will be processed next by the agents, display the items from the selected queues
in the same order as they are shown on the agent desktop To do this:

Go to the [ Queues ] section.1.

In the [ Queues ] view, click [ Queue ] and select the [ Add queue ] option.2.

Select the required queue in the opened lookup.

The selected queue will be added to the filter conditions. The content of this queue will be displayed in the list.
If you add multiple queues to the filter, all elements from the selected queues will be displayed.

3.

In the [ View ] menu, select the [ Set up summaries ] command.1.

Select the [ Display number of records ] checkbox.2.

Go to the [ Queues ] section.1.

Select the [ Add agent ] option from the [ Agent ] filter.2.

Select the required agent in the opened lookup.

The list will display queue elements that are being processed by the selected agent and those elements
assigned to that particular agent. If you add several agents to the filter, the list will display queue elements
processed by all of the selected agents.

3.

To view processed cases, check the [ Show processed ] checkbox.

As a result, processed queue elements, such as closed cases, will be displayed in the list. for example, the
cases with the "Closed" status.

4.

Go to the [ Queues ] section.1.
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The queue elements will be displayed in the same order as they are shown on the agent desktop As a result, the
contact center manager can view the order in which the elements will be processed.

If the [ Agent view ] checkbox is selected, the list in the [ Queues ] section will display all elements from the blind
queues and in the order in which they will be processed.

Assign agents
The contact center manager can assign and reassign agents manually or cancel low priority elements.

To assign agents:

To cancel the assignment:

Create static queue
PRODUCTS: SERVICE CREATIO

The content of static queues is formed manually and is not updated automatically. The static queues can be used
for cold calls to a predefined group of contacts to inform them about events.

Let's look closer at an example of creating and populating the static queues for the cold calls to the new
customers. To do this:

Use the queue filter to display the required elements in the list.2.

Select the [ Agent view ] checkbox.3.

Go to the [ Queues ] section.1.

Select the queue element that must be assigned to a particular agent in the list.2.

Select the [ Assign agent ] option from the [ Actions ] menu.3.

Select an agent from the list.

The selected agent will be assigned to the queue element. The elements assigned to the agent will be displayed
on the agent desktop for this particular agent even if the agent is not included in the team of the
corresponding queue. After assigning the agent, the item will not be displayed on the agent desktop for other
agents.

4.

Go to the [ Queues ] section.1.

Select the element that has been assigned to an agent.2.

Select the [ Clear agent ] option from the [ Actions ] menu.

The selected element will be returned to the queue and becomes available for an agent who is included in the
corresponding queue team.

3.

Go to the [ Queues ] section.1.

Open the [ Queues setup ] view and add a new element.2.

Specify the name of the queue on the new page, for example, “New customers”.3.

Select the priority for the queue. The queue priority influences the display order of the queue elements on the
agent desktop.

4.
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Manage problems
PRODUCTS: SERVICE ENTERPRISE

Creatio implements the "Problem management" ITSM process in the [ Problems ] section. Use this section to
manage registered problems and plan the working time for problem resolution. Effective problem management

Note. Learn more about elements sorting order on the agent desktop from a separate article.

Select a system object in the [ Queue type ] field. In our case, it is “Contact”. You can customize queue
objects in the [ Queue objects ] lookup by clicking the [ Queue sorting setup ] action in the [ Queues ] section.
After saving the queue you cannot change its type.

Note. The selected object defines the queue type - regular or blind.

5.

Select the "In progress" queue status.

Note. The agent desktop displays only active queues. The status of active queues is “In progress”. By
default, the status is "Active".

6.

Specify a pre-configured business process in the [ Process ] field.  The selected business process will be run
each time an agent takes an element from the queue.

Note. For queues by the “Contact” object, it is necessary to create a business process in Creatio on
the agent desktop. To be able to use a process in a queue, add two global parameters to it:
“queueelementId” and “entityRecordId” with the "Unique identifier” type. The record ID from the
([ Queue element ] object) is passed to the “queueelementId” parameter, and the
contact/case/application record ID is passed to the “entityRecordId” parameter.

7.

Select the [ Fill in manually ] option on the [ Queue population ] tab in the [ Queue population type ] fields
group.

8.

Go to the [ Queue population ] detail, to populate the queue. From the [ New ] button menu, select the [ New
folder ] option and specify the pre-configured folder in the [ Contacts ] section for example, ”New
customers”. As a result, the contacts, who are included in the selected folder will be added to the queue
content. You can edit the content of the static queue by adding or deleting the elements manually. The agent
desktop will display the queue content on the [ Contacts ] tab.

9.

To form a list of agents to process the queue, go to the [ Team ] tab. Click the [ New ] button and select the
required employees. The selected contacts can process the content of the queue from the agent desktop.

Attention. Only those agents who have the [ Active ] checkbox selected on the [ Team ] tab can
process the queues. By default, this checkbox is selected for all contacts on the detail. You can clear the
checkbox for certain agents. In this case, the queue elements of the queue will not be displayed on the
agent desktop for these agents.

10.
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decreases the influence of cases on service performance and prevents further cases.

A “problem” is the root cause of one or more occurred (possible) cases. For example, frequent breakdowns of a
certain product node can be identified as a “problem.”

Identify problems
Identify problems by analyzing multiple similar incidents and determining their common cause. Multiple incidents
linked to the same service or configuration item, indicate a problem with that element of the IT infrastructure or
the elements it depends on. To identify the faulty element:

Once the problem has been identified, proceed with the problem registration:

Check the values of the [ Service ] and [ Configuration item ] fields on the incident page.

Check the dependencies of the incident service and configuration item using the service model on the case
page.

Add a new record in the [ Problems ] section. There are several ways you can do so:1.

Go to the [ Problems ] section and click [ New ].a.

To add a problem from the incident page, go to the [ Closure and feedback ] tab → [ Problems ] →  →
[ New ].

b.

Populate the fields on the problem page:

Subject Brief description of the problem.

Description Detailed description of the problem. For example, specify the circumstances that
contributed to the problem cause or its influence on service availability.

Owner Service team member who is responsible for resolving the problem.

Assigned
team

Group of specialists within the department who are responsible for resolving the
selected problem. You can customize user groups as the elements of the
organizational structure in the [ Roles and users ] section.

Priority Relative importance of resolving the problem.

2.

Populate the fields on the [ Problem profile ] tab of the problem page:

Type Select the problem type, e.g., “Known error” or “Problem”.

Service Specify the service where the problem is. Resolving the problem would require
making changes to this service.

Configuration
item

Specify the configuration item where the problem is. Resolving the problem would
require making changes to this CI.

3.
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Determine the scope of a problem
Because of the complexity and interdependence of various elements in the IT infrastructure, the scope of a
problem may be larger than simply the cases connected to the faulty service or CI. Use the service model to
check other infrastructure elements that may be affected by the problem. As a result, additional incidents may be
linked to the problem.

To view relations between a service and a configuration item:

Fig. 2 Service connections within the model

Add incidents that are caused by the problem to the [ Cases ] detail by clicking [ Problem profile ] → [ Cases ] →
 and selecting checkboxes next to the corresponding incidents.

4.

Click [ Save ].

As a result, a new problem record will be created. And the incidents caused by the problem will be added to
the [ Cases ] detail of the problem page.

5.

Open the [ Problems ] section.1.

Select a record in the section list and click [ Open ].2.

In the [ Actions ] menu of the problem page, select the [ Display configurations relations ] or [ Display service
relations ] option (Fig. 1).

Fig. 1 The [ Display service relations ] action

As a result, a service connection diagram for the selected IT infrastructure item will display (Fig. 2).

3.
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Resolve and close problems
The problems are resolved by finding temporary workarounds or making changes to the IT infrastructure. Once
a solution to a problem is implemented, the problem management process requires that the corresponding
problem is marked as “resolved” and eventually – “Closed.”

To do so:

The [ Display service relations ] action opens a connection diagram for the service specified in the [ Service ]
field of the problem page.

1.

The [ Display configuration relations ] action opens a connection diagram for the configuration item specified in
the [ Configuration item ] field of the problem page.

As a result of using the connection diagrams, a service team specialist can define which IT infrastructure items
cause the current problem. The faulty item of the IT infrastructure is considered the most probable reason for
service delivery failure.

Note. Learn more about working with the connection diagram in the “Use service model for case
management” article.

2.
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Set up case customer feedback
PRODUCTS: SERVICE CREATIO

Creatio uses the “Customer SATisfaction” (CSAT) scale, for grading the quality of service by the case customers.
You can set up automatic email notifications, asking a case customer to evaluate the quality of service after the
case has been resolved. Creatio can automatically reopen or close cases, based on the customer feedback. If the
customer does not provide feedback within a set time frame, a reminder email notification will be sent.

General procedure for setting up case feedback evaluation

Open the resolved problem page. There are several ways you can do this:1.

Go to the [ Problems ] section, select the needed record, and click [ Open ].a.

To open a problem from the change page, go to the [ Classification ] tab → [ Problems ] and click the
needed problem record.

b.

In the [ Status ] field of the problem page, select the needed status:2.

Select “Resolved” when the change has been implemented, or if a workaround has been accepted
temporarily.

a.

Select “Closed” when you have a confirmation that the problem has been eliminated as part of a change.b.

Populate the fields on the [ Resolution ] tab:

Resolution Describe how the problem was resolved as a result of the change.

Actual resolution time Date when the problem was resolved.

Closed on Date when the problem was finally closed.

3.

Click [ Save ].4.

Issue a Portal license to the SysPortalConnection user. Read more >>>1.

Configure the satisfaction scale and specify the rules for closing or reopening cases depending on the actual
evaluation score in the Satisfaction levels lookup. Read more >>>

Note. If a case is reopened as a result of a low score point, its [ Assignee ] field will be cleared
automatically and the case will be queued for processing. To disable clearing of the [ Assignee ] field,
clear the [ Default value ] checkbox in the “Remove case assignee after case reopening” system setting.

2.

Go to the [ Studio ] workplace → [ Email templates ] and edit the contents of the “Case feedback request
notification” email template; add the template contents in different languages, if needed. Read more >>>

3.

Specify the usage rule (“Send immediate” or “Send after a delay”) in the Case notification rule lookup. Read
more >>>

4.
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User satisfaction scale setup
You can customize the scale that is displayed in the case resolution message in the [ User satisfaction levels ]
lookup.

By default, the lookup contains a 5-point scale: “Extremely poor“, “Poor“, “Neutral“, “Good“, “Excellent“. Case
status in the [ Satisfaction levels ] lookup is determined according to the score given by the customer.

You can set up a scale with an optional number of points, for example, 3 or 7, and customize the color schema.
To add a new level to the scale:

Configure sending a second evaluation request if the customer did not rate the work of the support service
after the first notification. Use the “Number of waiting days to reevaluate resolved case”
(FirstReevaluationWaitingDays) and “Number of waiting days after second reminder of resolved
case” (SecondReevaluationWaitingDays) system settings.
If the customer does not provide a score after the reminder, Creatio will automatically close the case after the
time specified in the corresponding system setting.

5.

Click  to open the System Designer.1.

Go to the [ System setup ] block → click Lookups.2.

Select the Satisfaction levels lookup in the list.3.

Add a new record and populate the fields:4.

Fill out the name of the satisfaction level that is going to be displayed in the [ Rating ] field on the [ Closure
and feedback ] tab of the case page.

a.

Specify the rating for the level. This rating will be used in the system for statistical calculations and
customer satisfaction analysis in different sections.

b.

Select a status that will be automatically assigned to cases that receive this satisfaction score.c.

Select the [ Is used ] checkbox to add the score to the email notification template.d.

Click . On the edit page of the satisfaction level, add an image that will display corresponding satisfaction
level in the email. To do this, click the  button and load the image (Fig. 1).

Fig. 1 Uploading the satisfaction level image

5.
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Attention. Deleting base lookup values is not recommended, since this may lead to incorrect work of
preconfigured business processes. Deselect the [ Is used ] checkbox to remove the score from the scale.

As a result, the case resolution notification will contain the customized scale for evaluating the work of the service
team (Fig. 2).

Fig. 2 A user satisfaction scale in the email

After selecting a score the case will change its status automatically. For example, the score is "Poor", the case will
be reopened automatically.

Upon clicking a grade in the email, the case customer's browser will open a page that will let them add a comment
to their evaluation grade. The page displays a corporate logo according to the value of the [ Logo - Thank you for
your feedback ] system setting. Corporate logo setup is covered in a separate article.

Both the customer’s grade and comments will be automatically added to the [ Feedback ] field block on the
[ Closure and feedback ] tab.

View case feedback grades

The CSAT score and the comment that the customer leaves on the “thank-you” page are displayed on the
Closure and feedback tab of the case page. General CSAT indicators are available on the Feedback tab in the
Dashboards section.

Use the Ability to change case satisfaction level system operation to manage permissions for modifying
information on the [ Closure and feedback ] tab.

Note. By default, employee users do not have permission to edit the case feedback, while the portal users
have such permission.
We recommend granting permission to the [ Ability to change case satisfaction level ] system operation
only to senior managers of customer support department.

Calculate response and resolution time
PRODUCTS: SERVICE CREATIO
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Case pages display response and resolution deadlines as well as remaining time until the resolution or the
overdue time if the scheduled date has already passed (Fig. 1).

Fig. 1 The case page with response and resolution time calculated

Calculate the response and resolution time for cases
Creatio calculates the response and resolution deadlines of a case based on several factors. To check how the
deadlines of a particular case were calculated, open the case page → [ Case information ] tab → the [ Terms ]

detail, then click  next to the [ Response time ] or [ Resolution time ] fields (Fig. 1).

When a case moves to the next stage of its life cycle, Creatio recalculates the resolution deadline. You can also
view the time already spent on the case resolution, as well as the time remaining till the resolution deadline. The
response time does not update after the case changes its status (i.e., the actual “response” occurs).

Fig. 1 Opening information on the response/resolution time
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The information on the response/resolution deadline calculation will open in a new window (Fig. 2) with four
“cards”:

Fig. 2 Information on calculating the response time for a case

Case parameters: priority, service, registration date. Service Creatio, enterprise edition has an additional
“service agreement” parameter.
You can open the case parameters: service or the SLA by clicking the corresponding link.

Deadline calculation rule: the selected rule of calculation the deadlines, the calendar and the time zone, as
well as the response and resolution time that were used for calculation. To open the [ Case deadline calculation
schemas ] lookup with the strategy parameters, click the corresponding link. If Creatio cannot calculate the
deadline using the main schema, an alternative schema is used.

Calculation of deadline: specifies the day of the week and the day type (working day or day off). Deadline is
calculated based on the case registration date or the current date (if the deadlines are recalculated).

Calculated response time. Response time is calculated based on the selected deadline calculation rule.
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The date and time displayed in the information window and in the [ Response time ] and [ Resolution time ] fields
can differ. This is caused by different calendars used for calculation: the information window uses the support
service calendar, while the record page fields use the user’s calendar. If the user calendar is not available, the
time calculation is based on the data from the user’s browser.
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Overdue/remaining time indicators
On the case page, there are special indicators that show the progress in processing the case. They are available
next to the [ Scheduled response time ] and [ Scheduled resolution time ] fields (Fig. 1).

Fig. 1 Overdue/remaining time indicators

The indicator appearance depends on the current case status and its compliance with the deadlines. The time
displayed by the indicators is always calculated in calendar units (minutes, hours, days).

Depending on the timely resolution of the case:

Depending on the case status:

Response and resolution time calculation rules
The response and resolution deadlines are calculated based on the case, service, and service contract data as
well as the corresponding calendar. In Service Creatio, enterprise edition, the service agreement will also be taken
into account.

You can set up contingency plans for deadline calculation using several pre-defined calculation strategies: by
service, by case priority, by case priority and service in the service contract, by priority on the SLA level. One of
the rules is used by default, while others can be alternative rules. If Creatio is unable to calculate deadline using
the default rule, it will automatically attempt its alternative rule. If the alternative rule cannot be used, and if it has

Prior to the deadline, the indicator is green and displays the remaining time.

After the deadline, the indicator is red and displays the overdue time.

If the time until deadline exceeds 14 days, the indicator appears as “> 14 d“.

If the overdue time exceeds 14 days, the indicator appears as “> 14 d“.

If the actual time is filled in (for example, the case is resolved), there are two options:

If the actual value is less than the planned value (the case has been processed within the planned time), the
indicator is hidden.

If the actual value exceeds the planned value (the case is overdue), the indicator is displayed yet the clock
is stopped.

If the actual deadline is not filled in:

The indicator is visible and the countdown is on for active cases (in the “open”, or “in progress” status).

The indicator is not visible for paused cases (cases that are awaiting customer’s response). When the case
processing resumes, the indicator is displayed and keeps counting.

Note. The checkbox for the final status, as well as for the pause status, is selected in the [ Case
statuses ] lookup.
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its own alternative rule, Creatio will use that rule. If an alternative rule is not specified, the deadlines will not be
calculated. Use the [ Case deadline calculation schemas ] lookup to set the default and alternative rules.

Note. New rules are created with development tools in the Creatio platform

By service
This deadline calculation rule is based on the service page data and the calendar of the service (Fig. 1) or the
service agreement (in Service Creatio, enterprise edition).

Fig. 1 Data used for calculating deadlines by service

By priority
To calculate deadlines by this rule, Creatio uses the [ Case priorities ] lookup data. This rule is based on the
response and resolution deadlines set for different case priorities (Fig. 2).

Fig. 2 Data used for calculating deadlines by priority
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By service in SLA
This rule is based on the values in the [ Response time ] and [ Resolution time ] fields on the [ Services ] detail of
the service contract page (Fig. 3). Here you can also select a specific service calendar if it is different from the
calendar of the service agreement. This is the default rule for calculating deadlines in Service Creatio, enterprise
edition. Its alternative strategy is “By service”.

Fig. 3 Data used for calculating deadlines by service in SLA
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Note. In this case, the specified calendar will be used when calculating the response and resolution time.
Otherwise, the response time will be calculated according to the base agreement calendar.

By service priority in SLA
This rule uses the values on the [ Time to prioritize ] detail on the page of the service in SLA (Fig. 4). Here you can
also select a specific service calendar if it is different from the calendar of the service agreement.

Fig. 4 Data used for calculating deadlines by service priority in SLA

By priority in SLA level
The calculation is based on the data from the [ Priority in Support level ] detail of the [ Support levels ] lookup
pages (Fig. 5). This rule requires that a support level and a calendar is specified in service contracts.
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Fig. 5 Data used for calculating deadlines by priority in SLA level

Response and resolution time calculation rules
Let's take a look at how response and resolution deadline calculation rules affect actual case deadlines. In our
example, customer and support service are in one time zone.

Note. If the response and resolution time is specified in “calendar time” (minutes, hours or days), the
service calendar does not affect the deadline calculation. If the response and resolution time is specified in
workhours or workdays, the response time will be calculated from the start of the next business period
(next business day, etc.). For example, if a case was at 13.00, and the response time is 1 work day, the
planned response time will be set to the end of the work interval of the next calendar day.

Calculating response and resolution deadlines using the “By service” rule
Only the parameters configured on the service page and the service calendar in the service agreement (in Service
Creatio, enterprise edition) are taken into account when calculating response and resolution deadlines by
service. Case priority and support level are not taken into account.

Case. The following settings are specified for the “Consultations on the software setting” service:
Response time unit: 1 working hour
Resolution time unit: 3 working hours
Service calendar (service in the service agreement calendar for Service Creatio, enterprise edition): 5-day
workweek (from Monday to Friday), business hours are from 9:00 AM to 6:00 PM, no lunch break.
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As a result, response and resolution deadlines for all cases connected with the “Consultations on the software
setting” service will be calculated in the same way, regardless of all other case parameters.

For cases received on Monday, 10:00 AM, the deadlines will be calculated in the following way:

Calculate response and resolution deadlines using the “By service” rule
Only the case priority and the service calendar are taken into account when calculating of response and
resolution deadlines by priority. Service and support level are not taken into account.

Case. The following settings are specified for critical priority in the [ Case priorities ] lookup:
Response time unit: 30 working minutes
Resolution time unit: 2 working hours
Service calendar: 5-day workweek (from Monday to Friday), business hours are from 10:00 AM to 6:00 PM,
no lunch break.

As a result, response and resolution deadlines for all cases of “Critical” priority will be calculated , service
agreement and support level.

For cases of “Critical” priority, received for this service on Monday, 10:00 AM the deadlines will be calculated in
the following way:

Calculate response and resolution deadlines using the “By service” rule
Service Creatio, enterprise edition can calculate response and resolution deadlines using the “By service in SLA”
rule. Only parameters configured for specific service in the service agreement are taken into account in the
calculating of response and resolution deadlines By service in SLA. Case priority, service level and parameters on
the service page are not taken into account.

Case. Settings specified for  the “Consultations on the software setting” service in the “4 – Axiom” Service
agreement:
Response time unit: 4 work hour
Resolution time unit: 1 working day.
Service calendar: 5-day workweek (from Monday to Friday), business hours are from 9:00 AM till 5:00 PM,
no lunch break.

For the case received from the “Axiom” employee for the “Consultations on the software setting” service that is
included in the “4 – Axiom” service agreement on Monday 10:00 AM the deadlines will be calculated in the
following way:

Response deadline: Monday. 11:00 AM (registration time + response time unit).

Resolution deadline: Monday. 1:00 PM (registration time + resolution time unit).

Response deadline: Monday. 10:30 AM (registration time + response time unit).

Resolution deadline: Monday. 12:00 PM (registration time + resolution time unit).

Response deadline: Monday. 14:00 AM (registration time + response time unit).
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Calculate response and resolution deadlines using the “By service priority in SLA”
strategy.
Service Creatio, enterprise edition can calculate response and resolution deadlines using the “By service priority in
SLA” rule. Only calendar and parameters configured for cases of different priorities on the service page in the
service agreement are taken into account in the calculating of response and resolution deadlines By service
 priority in SLA. Service level and parameters on the service page are not taken into account.

Case. Settings specified for cases of “Medium” priority of the “Consultations on the software setting”
service in the “4 – Axiom” Service agreement:
Response time unit: 2 work hour
Resolution time unit: 4 working hours
Service calendar: 5-day workweek (from Monday to Friday), business hours from 9:00 AM till 5:00 PM, no
lunch break.

For the case of “Medium” priority received from the “Axiom” employee for the “Consultations on the software
setting” service on Monday 10:00 AM the deadlines will be calculated in the following way:

Calculate response and resolution deadlines using the “By priority in SLA level” rule
Service Creatio, enterprise edition can calculate response and resolution deadlines using the “By priority in SLA
level” rule. Only parameters configured for specific priority in the [ Support levels ] lookup and service agreement
are taken into account in the calculating of response and resolution deadlines By service in SLA. Parameters on
the service page are not taken into account.

Case. The “Axiom” company has a “Business” support level specified in the “4 – Axiom” service
agreement. Settings specified for cases of “Business” support level in the [ Support levels ] lookup:
Response time unit: 15 working minutes
Resolution time unit: 1 work hour.
Service calendar selected in the “4 – Axiom” service agreement: 5-day workweek (from Monday till Friday),
business hours from 10:00 AM till 6:00 PM, no lunch break.

For the case with critical priority received from the “Axiom” employee on Monday 10:00 AM the deadlines will be
calculated in the following way:

Calculate response and resolution deadlines for customers who are in the same time
zone as the support service

Resolution deadline: Monday. 17:00 AM (registration time + resolution time unit).

Response deadline: Monday. 12:00 PM (registration time + response time unit).

Resolution deadline: Monday. 2:00 PM (registration time + resolution time unit).

Response deadline: Monday. 10:15 AM (registration time + response time unit).

Resolution deadline: Monday. 11:00 AM (registration time + resolution time unit).
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Creatio uses the service calendar data (service in SLA data in Service Creatio, enterprise edition). The calendar
settings are configured via the [ Calendars ] lookup. Read more in the “Set up calculation of response and
resolution deadlines” article.

The service calendar (service in SLA calendar for Service Creatio, enterprise edition) has the following
parameters:

The deadlines are calculated in the time zone of the corresponding service calendar. The results are adjusted
based on the time zone of the viewer.

Support agent and customer are in the same time zone (UTC -5).

Note. If the response and resolution time is specified in “calendar time” (minutes, hours or days), the
service calendar does not affect the deadline calculation. If the response and resolution time is specified in
workhours or workdays, the response time will be calculated from the start of the next business period
(next business day, etc.). For example, if a case was at 13.00, and the response time is 1 work day, the
planned response time will be set to the end of the work interval of the next calendar day.

Below are examples of deadline calculation for a case created during weekend (05/30) and a workday. The
resolution deadlines are calculated in a similar way.

Date/time
when the
case was
registered
on the
portal
(UTC -5)

Date/time
when the
case was
registered
on the
case page
(UTC -5)

Date/time
when the
case was
registered
in the
service
calendar
(UTC -5)

Response
time

Planned
response
in the
service
calendar
(UTC -5)

Planned
response
on the
portal
(UTC -5)

Planned
response
on the
case
page
(UTC -5)

05/02
1:00 PM

05/02 1:00
PM

05/02 1:00
PM

10
calendar
minutes

05/02
1:10 PM

05/02
1:10 PM

05/02
1:10 PM

05/02
1:05 PM

05/02 1:05
PM

05/02 1:05
PM

10 work
minutes

05/02
2:10 PM

05/02
2:10 PM

05/02
2:10 PM

05/01
1:00 PM

05/01 1:00
PM

05/01 1:00
PM

10
calendar
minutes

05/01
1:10 PM

05/01
1:10 PM

05/01
1:10 PM

05/01 05/01 1:05 05/01 1:05 10 work 05/02 05/02 05/02

Workweek from Monday till Friday.

Work time from 9:00 AM till 6:00 PM, technical break from 1:00 PM till 2:00 PM.

Days off: Saturday, Sunday.

Additional day off: May 30, 2017.

The time zone is UTC -5.
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05/01
1:05 PM

05/01 1:05
PM

05/01 1:05
PM

10 work
minutes

05/02
9:10 AM

05/02
9:10 AM

05/02
9:10 AM

05/02
1:00 PM

05/02 1:00
PM

05/02 1:00
PM

1
calendar
hour

05/02
2:00 PM

05/02
2:00 PM

05/02
2:00 PM

05/02
1:00 PM

05/02 1:00
PM

05/02 1:00
PM

1 work
hour

05/02
3:00 PM

05/02
3:00 PM

05/02
3:00 PM

05/01
1:00 PM

05/01 1:00
PM

05/01 1:00
PM

1
calendar
hour

05/01
2:00 PM

05/01
2:00 PM

05/01
2:00 PM

05/01
1:00 PM

05/01 1:00
PM

05/01 1:00
PM

1 work
hour

05/02
10:00
AM

05/02
10:00
AM

05/02
10:00
AM

05/02
1:00 PM

05/02 1:00
PM

05/02 1:00
PM

1
calendar
day

05/03
1:00 PM

05/03
1:00 PM

05/03
1:00 PM

05/02
1:00 PM

05/02 1:00
PM

05/02 1:00
PM

1 work
day

05/03
6:00 PM

05/03
6:00 PM

05/03
6:00 PM

05/01
1:00 PM

05/01 1:00
PM

05/01 1:00
PM

1
calendar
day

05/02
1:00 PM

05/02
1:00 PM

05/02
1:00 PM

05/01
1:00 PM

05/01 1:00
PM

05/01 1:00
PM

1 work
day

05/02
6:00 PM

05/02
6:00 PM

05/02
6:00 PM

 

Calculate response and resolution deadlines for customers who are in a different time
zone from that of the support service
The deadlines are calculated in the time zone of the base calendar. The results are adjusted based on the time
zone of the viewer.

The service calendar (service in SLA calendar for Service Creatio, enterprise edition) has the following
parameters:

Workweek from Monday till Friday.

Work time from 9:00 AM till 6:00 PM, break from 1:00 PM till 2:00 PM.

Days off: Saturday, Sunday.

Additional day off: May 30, 2017.

The time zone is UTC -8.
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The helpdesk agent’s time zone is UTC -5.

The customer’s time zone is UTC +5.

Note. The current user’s time zone is specified the user profile. If the time zone is not specified in the user
profile, the time zone specified in the [ Defaulr TimeZone ] system setting. If no time zone is specified in the
user profile and the [ Defaulr TimeZone ] system setting, Creatio server local time is used to determine the
time zone.

Below are examples of deadline calculation for a case created during weekend (05/30) and a workday. The
resolution deadlines are calculated in a similar way.

Date/time
when the
case was
registered
on the
portal
(UTC -3)

Date/time
when the
case was
registered
on the
case page
(UTC -5)

Date/time
when the
case was
registered
in the
service
calendar
(UTC -8)

Response
time

Planned
response
in the
service
calendar
(UTC -8)

Planned
response
on the
portal
(UTC -3)

Planned
response
on the
case
page
(UTC -5)

05/02
6:00 PM

05/02 4:00
PM

05/02 1:00
PM

10
calendar
minutes

05/02
1:10 PM

05/02
6:10 PM

05/02
4:10 PM

05/02
6:00 PM

05/02 4:00
PM

05/02 1:00
PM

10 work
minutes

05/02
2:10 PM

05/02
7:10 PM

05/02
5:10 PM

05/01
6:00 PM

05/01 4:00
PM

05/01 1:00
PM

10
calendar
minutes

05/01
1:10 PM

05/01
6:10 PM

05/01
4:10 PM

05/01
6:00 PM

05/01 4:00
PM

05/01 1:00
PM

10 work
minutes

05/02
9:10 AM

05/02
2:10 PM

05/02
12:10 PM

05/02
6:00 PM

05/02 4:00
PM

05/02 1:00
PM

1
calendar
hour

05/02
2:00 PM

05/02
7:00 PM

05/02
5:00 PM

05/02
6:00 PM

05/02 4:00
PM

05/02 1:00
PM

1 work
hour

05/02
3:00 PM

05/02
8:00 PM

05/02
6:00 PM

05/01
6:00 PM

05/01 4:00
PM

05/01 1:00
PM

1
calendar
hour

05/01
2:00 PM

05/01
7:00 PM

05/01
5:00 PM

05/01
6:00 PM

05/01 4:00
PM

05/01 1:00
PM

1 work
hour

05/02
10:00

05/02
3:00 PM

05/02
1:00 PM
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6:00 PM PM PM hour 10:00
AM

3:00 PM 1:00 PM

05/02
6:00 PM

05/02 4:00
PM

05/02 1:00
PM

1
calendar
day

05/03
1:00 PM

05/03
6:00 PM

05/03
4:00 PM

05/02
6:00 PM

05/02 4:00
PM

05/02 1:00
PM

1 work
day

05/03
6:00 PM

05/03
11:00 PM

05/03
9:00 PM

05/01
6:00 PM

05/01 4:00
PM

05/01 1:00
PM

1
calendar
day

05/02
1:00 PM

05/02
6:00 PM

05/02
4:00 PM

05/01
6:00 PM

05/01 4:00
PM

05/01 1:00
PM

1 work
day

05/02
6:00 PM

05/02
11:00 PM

05/02
9:00 PM

 

Set up regular and blind queues
PRODUCTS: SERVICE CREATIO

The way how the agents will take the data from the queue for processing is determined by the queue type.

By default, the queues are regular. This means that an employee can determine the order of processing of
records.

You can set up blind queues to have the agents process queue elements in a specific order. You can set up blind
queues to have the agents process queue elements in a specific order.

This means that all case queues can either be regular or blind. The same applies to contact and account queues.

To set up a blind queue for cases:

Manage changes and releases
PRODUCTS: SERVICE ENTERPRISE

Creatio implements the "Change management" ITSM process in the [ Changes ] and [ Releases ] sections.

Use the Changes section to register all changes emerging from the IT infrastructure and affecting the provided
services. You can also classify the changes by source or goal, track changes implementation,  and define the final

Go to the [ Queues ] section.1.

Open the [ Queues setup ] view.2.

Select the [ Queue sorting setup ] action in the [ Queues ] section. The [ Queue objects ] lookup will open.3.

Select the "Case" object at the top and click the [ Edit ] button.4.

Select the [ Blind queue ] checkbox in the opened window and click [ OK ].5.
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information about actual working hours.

Use the [ Releases ] section to plan the implementation of changes to your IT infrastructure.

Plan changes
In Creatio, you register changes to resolve the problems identified as part of the problem management process.
When making changes in the IT infrastructure, it is vital to adequately estimate all possible risks. Making a change
to an item in the infrastructure may affect the availability of other configuration items and services.

Relationships and interdependencies between services and configuration items form a common service model,
which enables analyzing possible consequences of changes to any of the IT infrastructure components.

To plan the changes to the IT infrastructure, add a record to the [ Changes ] section:

Open the [ Changes ] section → click [ New change ].1.

Populate the change page:

Subject Brief description of the change. This is a required field.

Description A detailed description of the change.

Status Current status of the change. For example, "New" or "In progress". This is a required
field.

Priority The relative importance of the current change. For example, “Low,” “Medium,”
“Critical,” etc.

Number The number of the change. Creatio automatically generates numbers in accordance
with a specified pattern. Use the “Change number mask” (ChangeCodeMask) system
setting to customize the automatic numbering of the changes. This is a non-editable
required field.

Owner The name of the employee responsible for change implementation.

Assigned
team

A group of employees responsible for change implementation. The field lookup
contains the list of administration objects: users and user groups. You can customize
user groups as the elements of the organizational structure in the [ System users ]
section.

2.

On the [ Classification ] tab, populate information about the classification feature of the change.3.

Set up regular and blind queues | 68

© 2023 Creatio. All rights reserved.

https://academy.creatio.com/documents?product=service%20enterprise&ver=7&id=1064
https://academy.creatio.com/documents?product=service%20enterprise&ver=7&id=1276
https://academy.bpmonline.com/documents?product=administration&ver=7&id=259


Goal The goal of the change. For example, "Innovations and improvements" or "Adjustments."

Category Change category. For example, "Standard" or "Emergency."

Release That will include the change.

Source The origin of the change. For example, select "Customer" if you register the change
based on a customer case or select "Legislation" if the change assumes regulated
corrections.

Author The user who registered the current change.

Reported
on

Date and time when the change was registered. The field is non-editable and is populated
automatically with the current date and time.

On the [ Configuration items ] detail, specify the list of configuration items connected to the change. This detail
displays information from the [ Configuration items ] section. To connect a configuration item to the change,
populate the [ Change ] detail on the [ History ] tab of the corresponding configuration page. Click  and
select the needed configuration items.

4.

On the [ Services ] detail, specify the services connected to the current change. This detail displays
information from the [ Services ] section. To connect a service to a change, populate the [ Changes ] detail on
the [ History ] tab of the corresponding service page. Click  and select the needed services.

5.

On the [ Cases ] detail, specify the cases that are the source for the current change from the [ Cases ]
section. To connect a case to a change, fill in the [ Change ] field on the [ Resolution ] tab of a case page. Click 

 and the needed cases.

6.

On the [ Problems ] detail, specify the problems that are used as a source for the current change from the
[ Problems ] section. To connect a problem to a change, populate the [ Change ] field on the [ Resolution ] tab
of the problem page. Click  and select the needed problems.

7.

To remove a problem from the list, click the needed record in the detail list → right click  → select the

[ Delete ] option.

a.

On the [ Execution ] tab, populate summary information about the change.

Due date The planned date of change completion.

Estimated
working time
(hours)

Planned time required for the change completion.

Parent
change

The change that includes the current change. For example, the "Server upgrade"
change may include subordinate "OS upgrade" and "Memory boost" changes.

8.

On the [ Activities ] detail, populate the tasks that are connected to the current change. This detail displays
information from the [ Activities ] section. To connect an activity to a change, populate the [ Change ] field on
the [ Connected to ] field group of the activity page.

9.
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Determine the scope of a change
Use the [ Display dependencies ] action on a service or configuration item page to view the IT infrastructure items
that may be affected by the change:

Fig. 2 Service model connections view for changes

 On the [ Email ] tab, display the emails connected to the current change. To do this, populate the [ Change ]
field on the [ Connected to ] detail of the email page.

10.

Click [ Save ].

As a result, a new change record with the connected configuration items, services, and problems will be
created in the section list.

11.

Go to the [ Changes ] section and open the needed record.1.

Select the configuration item or service in the corresponding detail on the [ Classification ] tab.2.

Select the [ Show dependencies ] action from the menu of the corresponding detail (Fig. 1).

Fig. 1 Displaying dependencies for a configuration item of a change record

The service model diagram will open displaying the dependency connections for the configuration item or
service (Fig. 2).

3.
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The diagram displays all incoming and outgoing dependencies of the selected configuration item or service. The
item at the center of the diagram represents the current configuration item or service. The influencer services
and configuration items are to the left, the depending ones are to the right. For example, the diagram (Fig. 3)
shows that the switchboard depends on the server, while the “PBX setup” and “Internal phone number setup”
services depend on the switchboard.

Fig. 3 Configuration item connections example
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In this case, when planning a change to the switchboard configuration item, you can easily see which depending
services (i.e. “PBX setup” and “Internal phone number setup”) and configuration items (i.e. “IP phone”) may be
affected.

Note. Learn more about working with the connection diagram in the “Use service model for case
management” article.

Release changes
Use the [ Releases ] section to manage the updates of products and configuration items, organize the list of new
versions (“releases”), monitor the release dates, and manage the list of implemented changes.

To register a new release:

Open the [ Releases ] section and click [ New release ].1.

Populate additional information about the release on the release page that opens:

Number The number of the release. Creatio automatically generates numbers in accordance
with a specified pattern. Use the "Release number mask" (ReleaseCodeMask) system
setting to customize the automatic numbering of releases. This is a non-editable field.

Title Name of the release.

Description Short description of the release. The list of all requests fulfilled in the current release.

Status Current status of the release, for example, “Planned”, “Development” or “Released”.

Priority Comparative importance of the release.

Type Type of the release, for example, “Major”, “Minor” or “Emergency fixes“.

2.

On the [ Release profile ] tab, add information about CIs and services involved in the current release:3.

On the [ Configuration items ] detail specify the configuration items that are either updated within the release
or connected to it. The detail displays information from the [ Configuration items ] section. The information
about releases connected to the CI is displayed on the configuration item page, on the [ Releases ] detail of the
[ History ] tab. Click  and select the needed configuration items.

4.

To remove a CI from the detail, click the needed record in the detail list → right click  → select the

[ Delete ] option.

a.

On the [ Services ] detail, specify the services that are either updated as part of the release or connected to it.
This detail displays information from the [ Services ] section. The information about releases connected to the
service is displayed on the service page, on the [ Releases ] detail of the [ History ] tab. Click  and select the
needed services.

5.

On the [ Team ] detail, specify the list of contacts and accounts that are involved in the release on certain
stages.

6.
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Set up email notifications
PRODUCTS: SERVICE CREATIO

Creatio sends automatic emails with various notifications regarding cases. Users receive emails when their cases
are registered, processed, resolved, canceled, or closed.

The general setup procedure is as follows:

If the case was registered by email, all recipients of the original letter will receive notifications. By default the
[ From ] field will contain email of support service that received customer’s email. If the case was registered from
another channel (portal, call, etc.), then the [ From ] field will contain email of the support service specified in the

Stage Release stage, for example, “Development“ or “Testing“.

Assignee /
Assigned
team

One or several employees that are involved in the release. The field lookup contains
the list of administration objects: system users and user groups.

On the [ Planning and implementation ] tab, add information about the scheduled release date, the estimated
working time and the team.

Scheduled release date Estimated date of the release.

Estimated working time (hours) Working time pre-required to complete the release.

7.

On the [ Scheduling ] detail, add all scheduled release stages:

Stage Release stage, for example, “Development“ or “Testing“.

Start
Planned date and time for the release stage.

End

8.

On the [ Activities ] detail, create a list of tasks for the release implementation.9.

On the [ Changes ] detail, specify the list of changes that were the basis of the release. The detail displays
information from the [ Changes ] section. To connect a change to the release, populate the [ Release ] field of
the change page.

10.

Click [ Save ].

As a result, a new release record with the connected Creatio objects will be added to the section list.

11.

Set up contact case notification rules. Read more >>>

Set up email notification templates. Read more >>>

Set up case resolution notifications. Read more >>>
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[ Customer service Email ] system setting. To send notifications only to the case contact, even if they did not
send the original email, enable the “Send automatic notifications only to contact” system setting
(“AutoNotifyOnlyContact” code).

The logic for sending email notifications is set up in the “Send email to contact on case status change” business
process.

Note. You also have to set up a mailbox for sending email notifications in Creatio version 7.12.2 and
earlier. Read more in the Creatio 7.16 documentation.

Set up contact case notification rules
The setup procedure is as follows:

Open the system designer by clicking the  button.1.

Go to the [ System setup ] block → click [ Lookups ].2.

In the [ Lookups ] section, open the Case notification rule lookup content (Fig. 1).

Fig. 1 The [ Case notification rules ] lookup content page

3.

Click New and set the notification parameters:4.

Case categorya.

Case statusb.

Email message templatec.

Usage rule – choose whether the notification immediately or after a delay. To configure sending delay of the
selected notification rule, specify the “Send after a delay” usage rule and populate the [ Sending delay,
minutes ] column.

d.

Sending delay, minutes Select the [ Quote original email ] checkbox to include the text of the email that
originated the case.

e.

Save the changes by clicking the  button.5.
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Set up the email notification templates
The email template used for each notification depends on the case status and category. For example, the [ Case
closure notification ] template is used to notify the user that the case has been closed.

Use the [ Email templates ] lookup to manage the notification templates.

To set up an email template:

Creatio uses the following templates for sending service notifications to the customers:

Creatio uses the following templates for sending notifications to helpdesk agents:

Open the system designer by clicking the  button.1.

Go to the [ System setup ] block → click Lookups.2.

Open the Email templates lookup.3.

Select a template and click Edit.4.

In the displayed content designer window, edit the text of the email.5.

If required, add macros to the template, for example, the #Number# macro to specify the incident number in
the message. To do this, click the  button and select the [ Standard macros ] action. If there is no required
macro in the list of pre-installed macros, use the [ Custom macro ] action and set up the required macro.

Contents of the [ Email templates ] lookup

6.

“Case registration notification“ – notifies the customer that the case has been registered in Creatio and is
about to be processed.

“Case processing notification“ – notifies the customer that the helpdesk team has started processing the
case.

“Case resolution notification“ – notifies the customer that the case has been resolved.

“Case closure notification“ – notifies the customer that the case has been closed.

“Confirmation of closing request” – notifies the customer that the case has been closed when the
customer did not reply to the question of the support operator.

“Case canceling notification“ – notifies the customer that the case has been canceled. This may occur if a
case was created by mistake.

“Case feedback request notification” – notifies the customer that the case has been resolved and awaits
customer feedback and evaluation of the helpdesk performance.

“Case update: new message received” – notifies the customer that the case has been updated with a
new message on the customer portal.

“Empty case email template – used for specialized case notifications.

“Template - Portal user registration” – sends an account activation link to the new customer portal user.

“Link for password recovery” – sends a link to password recovery page to the customer portal user.

“Specifying case assignee” and “Case assigned to group” templates are used to send internal
notifications to employees about being appointed assignees on cases.

“Creating new email for case” – notifies the assignee that the case has been updated with a new email
message.
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Set up case resolution notification
When a case is assigned the “Resolved“ status, the user will receive an email asking to evaluate the quality of
processing. If no evaluation is received, an additional evaluation request will be sent. You can manage the
response waiting time before sending additional evaluation request using the Number of waiting days to
reevaluate resolved case system setting.

To ensure a proper quality evaluation emailing, set up the link of Creatio website that will be used for gathering
user feedback. Populate the [ Default value ] field of the Website URL system setting with the site URL used for
Creatio access, for example http://creatio.com.

Predictive case routing
PRODUCTS: SERVICE CREATIO

Predictive case routing in the [ Cases ] section is an AI tool that helps saving operators’ time at the initial case
processing and assigning the corresponding support team. The Service and Assignee group field prediction is
performed in the background mode upon case registration based on an email.

Note. You can also enable the case priority prediction. To do this, activate the corresponding model in the
[ ML models ] section.

To view the prediction:

Open the case page and click the button next to the necessary field, for example, [ Assignee group ] (Fig. 1). The
predicted value is saved in the field only after you save the case page.

Fig. 1 Certain prediction on a case page

Train the assignee group prediction model
The machine-learning model for predicting the assignee group is activated by default, but requires training. The
training for the machine-learning model is launched automatically. If you reach the quality metric low limit (50%),
the model instance will be saved in Creatio and will begin working. If the prediction accuracy after model training is
lower than 50%, the model instance is sent for retraining.

In this case, the assignee group field value is not predicted. The machine learning model training process takes 30
days in the base configuration of Creatio. You can set up a different retrain period in the [ Machine learning
models ] section.
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Predict the assignee group of a case
The machine learning model checks emails and cases to collect frequently used words and phrases in the email
body. A collection of words and phrases that are most frequently used for case resolutions and replies via email
by each assignee group is formed for each trained machine-learning model instance. No confidential data (email
addresses, email bodies, contact and account data, case resolution history, etc.) is stored in this collection. When
Creatio compares the data from a new case to the collection of words and phrases, a prediction of the [ Assignee
group ] field data takes into account all possible probabilities. If Creatio generates a definite prediction, the
[ Assignee group ] field will be populated automatically.

The prediction accuracy depends on the amount of collected data, used for machine learning model training. The
use of constantly updated historical data in the training enables you to achieve the prediction accuracy of more
than 90%.

Note. Predictive analytics in Creatio enables you to train models on collections containing up to 75,000
historical records. If a collection contains more than 75,000 records, the service will randomly select
75,000 records from the collection to train the machine-learning model.
We recommend to use at least 20,000 historical records to achieve the quality metric lower limit of 50%

Sort queue elements
PRODUCTS: SERVICE CREATIO

You can customize the display order of the queue records by applying sorting values for one or several columns
of the queue object. For example, you can configure the cases to display in the ascending order of the
registration date. The queue priority also influences the way records are sorted.

You can customize queues:

To do this:

To change the sort order, use the  and  buttons.

By queue priority (if an agent works with several queues with the same queue object).1.

By sorting parameters specified in the object. The parameters configuration applies to all queues generated by
the current object.

Note. Learn more about elements sorting order on the agent desktop from the General Agent Desktop
settings article.

Example. Display cases with a high priority that were created earlier on the agent desktop. To do this,
set up the sorting conditions for the cases by priority and then by registration date.

2.

Go to the [ Queues ] section.1.

Click  to open the [ Queues setup ] view.2.
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Click [ Actions ] → [ Queue sorting setup ].3.

Select the “Case” object and click [ Settings ] (Fig. 1).

Fig. 1 – Selecting the object in the lookup

4.

n the new window, click [ + ] to add a case column for sorting. For example, add the [ Priority ] column.5.

Select the “Ascending” sorting order to high-priority cases display first. Creatio will sort the records
alphabetically. To sort the records by origin in a specific order, add a number before each entry in the [ Case
source ] lookup. For example, “1. Critical", "2. High.”

6.

Save the settings by clicking [ Apply ] (Fig. 2).

Fig. 2 – Adding sorting fields

7.

Similarly, add the [ Registration date ] column. Use the ascending sorting order.8.

Specify the priority of the columns to sort the records by. The sorting is first performed by the column with a
higher position. In this case, Creatio sorts the records by the [ Priority ] column first, then by the
[ Registration date ] column (Fig. 3).

Fig. 3 – The sorting order

9.
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Set up response and resolution deadlines
PRODUCTS: SERVICE CREATIO

Creatio enables you to calculate case response and resolution time. You can select the time calculation rule that
suits you most and set it up according to your business specifics. Response and resolution deadlines can take
the following factors into account:

You can set up response and resolution deadlines in two steps:

Set up time values for deadline calculation rules
The response and resolution deadline calculation accounts for holidays, weekends and work hours specified in
the calendar used for the customer service. Set up calendars for correct deadline calculation. By default, one
standard calendar with the following characteristics is available:

Click [ Close ].

As a result, the agent desktop will display critical records first, then high-priority records, and so on. The
earliest records will be displayed before the latest records of the same priority.

10.

Case priority

Case service

Service in the applicable service agreement (available in Service Creatio, enterprise edition).

Set up calendars.

Select a deadline calculation rule.

Time zone GMT 0, without daylight saving time.

5-day workweek (from Monday till Friday).

8-hour work day (from 9:00 AM to 6:00 PM), without lunch break.

Reduced work days and holidays are not included.
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This calendar is specified as default in the [ Base calendar ] system setting. The [ Base calendar ] system setting
must be populated for the correct work of calendars. You can modify the standard calendar according to the
support service schedule of your company, or create a new one and add it to the system setting as the default
one. You can also create additional calendars that take into account additional scheduling of services provision.
For example, calendars of services provision with different work hours or different time zones.

The service calendar is the calendar the system used to calculate case response and resolution deadlines. Creatio
will select the firs available calendar, by checking the availability in the following order:

To specify the service calendar in the service agreement:

The calendar of the service in the applicable service agreement (available in Service Creatio,
enterprise edition). When service provision schedule differs from the general calendar of the service
agreement, you can specify separate calendars on the service page in the service agreement. If the
corresponding calendar is not specified, the system will use the calendar in the service contract.

1.

The calendar of the applicable service agreement (available in Service Creatio, enterprise edition). You
can set up specific calendars of service provision for customers located in different time zone. This calendar is
specified in the customer service agreement. One calendar can be specified in several service agreements. If
the service contract calendar is not available, the system will use the base calendar.

2.

The service calendar is the service provision calendar specified on the service page. If the calendar is not
available on the service page, the system will use the base calendar.

3.

Base calendar is the calendar specified in the [ Base calendar ] system setting. The system uses this
calendar if no custom calendar is specified.

Case. Create a new calendar for a service that is provided six days a week. Saturday has shorter
working hours. Fixed one-hour technical break.

4.

Open the System Designer.5.

Go to the [ System setup ] block → click Lookups.6.

Open the Calendars lookup.7.

Click [ New ]. Specify the new calendar name and time zone.8.

Click the  button and edit the workweek settings. The default week parameters match the parameters of
the base calendar.

9.

Set up workweek. Set the day type as “Work” for all days from Monday to Friday, “Reduced” for Saturday and
“Day off” for Sunday.

10.

Set up work time. Set the technical break by separating the work time into two intervals, before and after the
break: 9:00AM–1:00PM and 2:00PM–6:00PM.

11.

Specify all holidays on the [ Days off ] tab.

The created calendar can be set as the base calendar or specified on a service page. Additionally, Service
Creatio, enterprise edition enables specifying this calendar in a service agreement page or the page of service
in a service agreement.

12.

Open the service agreement page1.

Select the service for which you want to specify a separate calendar.2.
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Select a case deadline calculation rule
The [ Case deadline calculation rules ] lookup contains a list of rules that can be used for calculating response and
resolution deadlines for cases.

General procedure for selecting a deadline calculation rule:

The response time and resolution time are calculated independently from one another. If the data in the case is
sufficient for calculation based on the base resolution time calculation rule, but not sufficient for calculation of the
response time, then the resolution time will be calculated based on the base rule, and the response time - based
on the alternative rule.

Case. Set up the calculation of deadlines by case priority with an alternative calculation by service.

Click the  button and select the [ Edit ] command in the menu.3.

On the service page, in the [ Calendar ] field, select the calendar you just created.4.

When calculating response and resolution time, the system will use the rule set by default.

If there is not enough data in the default schema, Creatio will use the alternative rule. If an alternative rule is
not specified, the deadlines will not be calculated. If an alternative rule is specified, but also cannot be applied,
its own alternative strategy will be used, and so on.

If none of the rules can be used, the deadlines will not be calculated.

Open the system designer by clicking the  button.1.

Go to the [ System setup ] block → click Lookups.2.

In the [ Lookups ] section, open the Case deadline calculation rules lookup content (Fig. 1).

Fig. 1 The [ Case deadline calculation rules ] lookup

3.

Select the “By priority” rule.4.

Select the [ By default ] checkbox.

Note. The [ By default ] checkbox can be selected only for one strategy. If you try to select a checkbox
for two rules simultaneously, only the last selected checkbox will be saved.

5.
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Set up case response and resolution deadlines
The response and resolution deadlines are calculated based on the case, service, and service contract data as
well as the corresponding calendar. In Service Creatio, enterprise edition, the service agreement will also be taken
into account.

The deadlines are calculated based on the following strategies:

One of the rules is used by default, while others can be alternative rules. If Creatio is unable to calculate deadline
using the default rule, it will automatically attempt its alternative rule. If the alternative rule cannot be used, and if
it has its own alternative rule, Creatio will use that rule. If an alternative rule is not specified, the deadlines will not
be calculated. Use the [ Case deadline calculation rules ] lookup to set the default and alternative rules.

Note. New rules are created with development tools in the Creatio platform

By service
This deadline calculation strategy is based on the service page data and the calendar of the service (Fig. 1) or the
service agreement (in Service Creatio, enterprise edition). Service Creatio, customer center edition
use this rule as the primary one.

Fig. 1 Data used for calculating deadlines by service

Specify “By service” in the [ Alternative schema ] field of the default rule.

We recommend setting up an alternative rule for each rule. Therefore, when calculating response and
resolution time, all possible case parameters will be taken into account.

6.

Service

Case priority

Service in the applicable service agreement (available in Service Creatio, enterprise edition).

Case priority based on the service in the applicable service agreement (available in Service Creatio, enterprise
edition).

SLA priority (available in Service Creatio, enterprise edition).
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By priority
Creatio uses the [ Case priorities ] lookup data (Fig. 2). This strategy is based on the response and resolution
deadlines set for different case priorities.

Fig. 2 Data used for calculating case deadlines by priority
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By service in SLA
This strategy is based on the values in the [ Response time ] and [ Resolution time ] fields on the [ Services ] detail
of the service contract page (Fig. 3). If the service calendar is different from the service agreement calendar,
specify the service calendar on the same detail. This is the default rule for calculating deadlines in Service
Creatio, enterprise edition. Its alternative rule is “By service”.

Fig. 3 Data used for calculating deadlines by service in SLA

Note. In this case, the specified calendar will be used when calculating the response and resolution time.
Otherwise, the response time will be calculated according to the base agreement calendar.

By service priority in SLA
This strategy uses the values on the [ Time to prioritize ] detail on the page of the service in SLA (Fig. 4). If the
service calendar is different from the service agreement calendar, specify the service calendar on the same detail.

Fig. 4 Data used for calculating deadlines by service priority in SLA
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By priority in SLA level
The calculation is based on the data from the [ Priority in Support level ] detail of the [ Support levels ] lookup
pages (Fig. 5). This strategy requires that a support level and a calendar is specified in service contracts.

Fig. 5 Data used for calculating deadlines by priority in SLA level

The setup procedure is as follows:

Open the contents of the Support levels lookup.1.
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These values are used in the calculation of the response and resolution deadlines according the “By priority in
SLA level” strategy in the [ Case deadline calculation rules ] lookup.

Process and close cases
PRODUCTS: SERVICE CREATIO

Process Creatio cases in the [ Cases ] section or in the agent desktop.

Cases are processed according to a predefined business process. You can set up a custom business process
and use it for processing cases from separate queues.

Start processing a case
To begin working on a case, select a case in the [ Cases ] or [ Agent desktop ] section list. After you open the
case, select the “In progress” status on the workflow bar (Fig. 1).

Fig. 1 Start processing a case

As a result, Creatio will change the case status to “In progress” and specify the current user in the [ Assignee ]
field. The customer will be notified that you started processing the case and given the resolution deadline by
email.

After you resolve the case, transfer it to the following stage using the workflow bar.

Note. If you want to return to the [ Cases ] section list automatically after saving the case, select the

Select a support package to configure and click .2.

Response and resolution deadline values by case priority in the Service package are sown on the [ Priority in
Support level ] detail. To do so:

3.

Click .a.

Populate the [ Priority ] field.b.

Populate the [ Response time unit ] field.

Note. The “Working days” time unit  is not converted in working hours. If 1 working day is set as
response deadline and the case was registered before the working day started, then the end of this
working day will be the actual response deadline. If the case was registered during the working day,
then the response deadline will be the end of the next working day.

Populate the [ Resolution time unit ] and [ Resolution time value ] fields.

c.

Specify the response deadline in the [ Response time value ] field.
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[ Close on save ] checkbox in the “Case statuses” lookup. Learn more: Set up case statuses.

Notify the assignee/assignee group about the case
If a case with [ Assignee ] and/or [ Assignee group ] case fields filled out becomes active, Creatio will notify the
assignee/assignee group. Creatio will also notify the assignee/assignee group if the assignee/assignee group is
specified for an active case.

Note. The case is considered active if its status is “New,” “In progress,” “Reopened.”

If the [ Assignee ] field is filled out, Creatio will notify the assignee. The [ Assignees group ] field can be either
empty or filled out.

If the [ Assignees group ] field is filled out and the [ Assignee ] field is not, Creatio will notify the assignee group. In
this case, the [ To ] field will be populated with emails of every group member.

Set up the content of the notification sent to the assignee/assignee group in the [ Message templates ] lookup. By
default, the notification uses the “Specifying case assignee” template.

Diagnose and resolve an incident
Service Creatio, enterprise edition includes the “Creating and processing tasks for case diagnostic and
resolution” process that runs if the following conditions are met:

Creatio adds a task for the responsible agent as part of the resolution process. When an agent modifies the
incident, Creatio closes the task according to the following rules:

Escalate a case
Case escalation is available in Service Creatio, enterprise edition out-of-the-box. To escalate a case to a higher
support level, select the [ Escalate ] action from the [ Actions ] menu on the case page.

This will open the escalation page. Specify the new support level, as well as the assignee or assignee group, on

A customer support agent was assigned to an incident. The incident status is “New” or “In progress.”1.

The status of an inactive incident changes to “New,” “In progress,” “Reopened.” The [ Assignee ] field is filled
out.

2.

An incident is escalated to a support agent.3.

If the agent resolves the incident, Creatio will close the task with the “Solution found” result.1.

If the agent cancels an incident, Creatio will change its status to “Canceled.” The task status will also be
changed to “Canceled” with the identical result.

2.

If the agent postpones the resolution, Creatio will change the task status to “Closed” with the “Additional
information required” result.

If the values in the assignee/assignee group fields change, Creatio will change the status of the connected
task to “Closed” with the “Escalation required” result. In this case, Creatio may run a new sub-process
instance and create a new task for the new assignee.

3.
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the page.

Note. Creatio will close the incident processing task created when transferring a case to the previous
status with the “Escalation required” result.

A new assignee or an agent from the assignee group will continue processing the case.

Reassign a case
You can reassign a case in Service Creatio, customer center edition. To do this, change the value in the [ Assignee
] or [ Assignee group ] field of the case page.

A new assignee or an agent from the assignee group will continue processing the case.

Reclassify the case
Case reclassification is available in Service Creatio, enterprise edition out-of-the-box. To change the service
agreement, open the case page and click [ Actions ] → [ Reclassify ].

As a result, Creatio will update the terms, category, and other case parameters that are determined
automatically.

Search for case solution
Case solution search is available in Service Creatio, enterprise edition out-of-the-box. To do this, select the
[ Search for similar cases ] action from the [ Actions ] menu when processing an incident or a service request.

This will open a list showing cases connected to the same service, same configuration item, or marked by the
same tags.

If the list contains any resolved cases, the knowledge base articles linked to these cases are likely to contain the
solution for the current case. To access these articles, use the [ Knowledge base articles ] detail in the [ Closure
and feedback ] tab of the similar resolved cases.

If the list contains an identical case, select it. As a result, Creatio will specify the selected case in the [ Parent case
] field of the current case.

Use the [ Internal note ] button in the [ Processing ] tab to consult with other employees regarding the case
resolution.

Communicate with the customer
Use the [ Email ] and [ Portal message ] buttons on the action panel to send replies to the customer (Fig. 2).

Fig. 2 Add a message to display on the customer portal
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Click the  button to attach a file to an email or portal message.

If you send a portal message, Creatio will notify the customer by email.

After you finish processing the case, for example, ask the customer for more information, change the case
status to “Waiting for response” (Fig. 3), which indicates that the case is waiting for a customer's reply.

Fig. 3 Change the case status to “Waiting for response”

The customer can reply by email or by posting a message on the customer portal. The reply will appear in the
[ History ] block (Fig. 4). Creatio will reopen the case automatically. The [ Assignee ] field will be cleared and the
case will be returned to the processing queue.

Fig. 4 The customer communication history

To call the customer quickly, hover over the contact name in the case profile. This will open a mini page. If the
contact has phone communication options, dialing options will be available on the mini page (Fig. 5).

Fig. 5 Dial the customer

Process and close cases | 89

© 2023 Creatio. All rights reserved.



You can also dial the customer via the communication panel.

Notify the contact about a message in the “Portal” feed
A portal user receives a notification about a message in the “Portal” feed if they have an active email.

Configure the content of the notification in the [ Email templates ] lookup.

Resolution and feedback
After you provide the customer with the resolution, move the case to the resolved status.

Fig. 6 Resolve the case

Creatio will notify the customer about the case resolution by email. The email will also contain the user satisfaction
scale. The customer can use it to grade the contact center or support service performance. Learn more: Set up
case resolution notification.

Case status will change depending on the customer satisfaction level. For example:

Note. Configure the relationship between customer satisfaction levels and case statuses in the
[ Satisfaction levels ] lookup.

To expedite the resolution of similar cases in the future, link the knowledge base articles that contain the
resolution to the case. If there are no such articles in the knowledge base, Creatio will suggest creating a new
article automatically. By default, the article creation process is deactivated. To activate this process, go to the

If the satisfaction level is “1” or “2,” Creatio will reopen the case, change its status to “Reopened,” and clear
the [ Assignee ] field.

If the satisfaction level is “3,” “4,” or “5,” Creatio will change the case status to “Closed.”
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[ Process library ] section → select the needed process record → click [ Activate ].

If you change the status of the case that contains incomplete tasks in Service Creatio, enterprise edition to
“Resolved”, Creatio will ask you what to do with the tasks. You can mark all tasks as completed, cancel them, or
leave them unchanged.

Create a knowledge base article after resolving a case
After you resolve the case, you can create a corresponding knowledge base article that helps to resolve similar
cases. Creatio includes a sub-process that automates the article creation.

By default, the subprocess is inactive. To activate the sub-process:

Fig. 7 Activate the “Create a new article after case resolution” sub-process

The “Create a new article after case resolution” sub-process runs as follows:

Reopen the case automatically when receiving an email or a comment on
the portal
Creatio reopens the case automatically and clears the [ Assignee ] field if the following conditions are met:

Open the System Designer by clicking the  button.1.

Go to [ Processes ] → Process library.2.

Clear the [ Active ] checkbox to display all business processes available in Creatio.3.

Select the “Create a new article after case resolution” business process in the list and click Activate (Fig. 7).4.

When you resolve a case, the process checks the case for linked knowledge base articles.1.

If there are none, the process will ask you if you want to create a new article. Select “Yes” to create a new
article.

2.

After you save the article, the process will link it to the case automatically.3.

The case status is paused or resolved yet not final.

Note. Configure incident and service request statuses in the [ Case statuses ] lookup. In this case, the
status must have the [ Pause status ] or [ Resolved status ] checkbox selected yet the [ Final status ]
checkbox cleared. By default, “Resolved” and “Waiting for response” statuses meet these criteria.

1.
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Close cases automatically
Creatio closes cases automatically if the following conditions are met:

Note. Specify the waiting period for case evaluation in the “Number of waiting days to reevaluate resolved
case” (“FirstReevaluationWaitingDays” code) and “Number of waiting days after second reminder of
resolved case” (“SecondReevaluationWaitingDays” code) system settings.

Creatio checks for cases that meet these conditions once a day. The status of every case that meets the
conditions is changed to “Closed.” The automatic case closure procedure remains the same whether case
evaluation is on or off.

You can disable the automatic case closure. To do this, clear the “Default value” checkbox in the “Automatically
close resolved cases” (“CloseResolvedCases” code) system setting.

Cancel a case
If you created a case by mistake or the case no longer needs a response (for example, the customer resolved
the issue on their own or the question is no longer relevant), select the [ Canceled ] stage on the workflow bar to
cancel the case.

Fig. 8 Cancel the case

Creatio will change the case status to “Canceled” and notify the customer by email.

Set up case statuses

The customer sent a case email or left a comment on the portal.

If Creatio receives an email or a portal comment, the case status will be changed to “Reopened” automatically.
Creatio will also clear the [ Assignee ] field. This is done to enable other employees to work with the reopened
case.

Note. If the [ Assignee group ] field is not cleared, every group member will receive a case notification
on their agent desktop.

2.

The case status is “Resolved.”1.

The case's actual resolution time is filled in.2.

The waiting period for the evaluation of the case ended.3.
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Set up case statuses
PRODUCTS: SERVICE CREATIO

You can manage the statuses of cases in Creatio using the [ Case statuses ] lookup. The [ Case statuses ] lookup
functions:

The setup procedure is as follows:

The lookup fields are as follows:

Name Case status name, that is displayed in the [ Status ] field, for example, “In progress“.

Description Additional information about the case status, that cannot be specified in other fields.

Is final Indicates that cases in this status have finished processing. By default, the final statuses
are “Cancelled” and “Closed”. Closed or cancelled cases cannot be assigned any other
statuses.

Is resolved Indicates that a solution or an answer has been sent to the user. By default this checkbox
is selected for the “Resolved” status. If a case is assigned this status, the timer for the
resolution deadline stops.

Is paused Indicates that cases in this status are suspended for some reason, usually because a
response or an action from the user is expected. By default, this checkbox is selected for
the “Pending” status. The resolution timer is paused for cases that have this status.

Button
caption

The caption of the button that changes the case status to the current one. This button is
displayed in the list of the [ Cases ] section as well as on the case page.

Close on
save

If this checkbox is selected, then, whenever the user saves a case in this status, the case
page will be automatically closed.

The lookup contents will be used on the case page.

Diagnose cases using service model

Create a list of possible states of service cases, e.g., “New,” “In progress,” “Closed,” etc.

Set the final state, from which a case cannot transition to other states.

Set states indicating that a case has been resolved.

Set states that stop the case processing.

Open the system designer by clicking the  button.1.

Go to the [ System setup ] block → click Lookups.2.

Open the contents of the Case statuses lookup.3.

Edit the properties of case statues directly in the list.4.

Click  and go to additional parameters and conditions for going from one state to another.5.
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Diagnose cases using service model
PRODUCTS: SERVICE ENTERPRISE

Use the service model to track the connections of a configuration item or service of the incident or service
request.

Open a service model of a case

As a result, the service connection diagram will open. The diagram displays dependencies of the service specified
in the [ Service ] field of the case page (Fig. 2).

Fig. 2 Service model diagram

Go to the Cases section and open the required case record.1.

Click [ Actions ] → Display service dependencies (Fig. 1).

Fig. 1 The [ Display service dependencies ] action

2.
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The interconnections of a faulty (red) diagram element indicate possible causes (influencing elements) and
consequences (dependent elements) of the failure. For example, the service model on  (Fig. 2) indicates that the
correct operation of the “Diagnostics and adjustment of hardware” service depends on the “router”
configuration item that is currently inactive.

Click a diagram element to open the corresponding configuration item or service page.

Open a service model of a case configuration item
Go to the [ Cases ] section and open the required case record.1.

Go to the [ Case information ] tab → [ Configuration items ] detail → Select the configuration item whose
connections you want to display.

2.

In the [ Configuration items ] menu, select [ Display dependencies ] (Fig. 3).

Fig. 3 The [ Display dependencies ] action of a configuration item

3.
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As a result, the service model of the case configuration item will open.

Filter the service model
The diagram filtering area displays to the left of the connection schema. Use it to show/hide different types of
influencing and dependent elements on the diagram.

The following filter options are available:

Connection
categories

Display only influencing or dependent services and configuration items on the
diagram.

Property types Display only configuration items or services on the diagram.

Object status Display only active or inactive configuration items and services on the diagram.

CI statuses Display only configuration items of a specific status on the diagram.

CI categories Display only configuration items of a specific category on the diagram.

CI types Display only configuration items of a specific type on the diagram.

CI models Display only configuration items of a specific model on the diagram.
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To set up the filters:

Set the filters in the [ Connection categories ], [ Property types ], [ Object status ] blocks (Fig. 4).

Fig. 4 Setting up filters

1.

Click  to set the conditions for the [ CI statuses ], [ CI categories ], [ CI types ] and [ CI models ] blocks.

For example, to display only the configuration items of the "Equipment" category, go to the [ CI categories ]
block, click [ New category ] and select "Equipment" in the lookup that opens (Fig. 5).

Fig. 5 Adding filters

2.
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Click [ Apply ] to save the changes.

As a result, the diagram will only display the items that meet your filtering conditions and will contain services
or configuration items used as the basis for building the diagram.

3.
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