How to configure ticket submission in Communication Client

Click ‘Configuration Templates’ > ‘Profiles’ > open a Windows profile > Click ‘Add Profile Section’ > ‘Ul
Settings’

¢ You can submit your support requests as a ticket to your Service Desk, if you face any issues on your
devices or in need of any assistance.

¢ You can configure a list of departments created on Service Desk ticketing system to be shown to the
end-user for submitting a ticket on the Communication Client agent

¢ The communication client is an agent installed on your managed devices. It receives commands and
tasks from Endpoint Manager and implements them on those devices. The client also informs Endpoint

Manager of the endpoint's status.

¢ The Ul Settings option of a Windows profile lets you manage the appearance of Communication Client
(CC)

¢ Enable 'Show communication client tray icon' option in the 'Ul Settings' to submit a ticket from the
Communication client tray icon

e The 'Synchronize' option in EM lets you add departments available on SD. Disabling the 'Configure
Departments for Ticket Submission' will show only public departments

¢ This article explains how to add 'Ul Settings' section and configure departments for submission on
Communication Client to a configuration profile applied on your managed Windows devices.

Use the following links to jump to the task you need help with:

Add 'Ul Settings' section to a profile

Synchronize departments within Service Desk and Communication Client

Enable departments available to a user

Remove enabled department on CC from the endpoint manager

Submit a ticket

View submitted ticket on Service Desk

Add 'Ul Settings' section to a profile




Login to Comodo One/ Xcitium

Click 'Applications' > 'Endpoint Manager'

Click 'Configuration Templates' > 'Profiles’

Click the ‘Profiles’ tab

Open the Windows profile applied to your target devices
o Open the 'Ul Settings' tab

OR

o Click 'Add Profile Section' > 'Ul Settings', if it hasn't yet been added.
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¢ Click the 'General' tab to set departments are shown in the interface to the end-user.

General Ul Settings
Ul Settings
General Settings Communication Client Rebranding Comodo Client Security Rebranding
Language
English (United States) ~

[] show messages from Comodo Message Center
[] show notification messages
[] show desktop widget

[] show information messages when tasks are
minimized/sent to background

[] Play sound when an alert is shown

[] show shared space shortcut on the desktop
[®] show security client tray icon

[] show security client desktop shortcut icon
[®] sShow communication client tray icon

[| configure Departments for Ticket Submission

All public departments will be shown unless configured
[] show file list
[ show vendor list

[] show Virtual Desktop settings only in security client
interface @

Synchronize departments

¢ Open the 'Ul Settings' section of a profile
¢ Click the 'Communication Client' tab then 'Edit'
¢ Click the "Show communication client tray icon”
o Click the "Configure Departments for Ticket Submission" to configure departments

o The list of available departments on Service Desk and enabled departments on Communication
Client agent is shown




= Profiles / Windows Profile Ticket settings / Ul Settings ;‘} f,nl @ &, Logout (oper)

General Ul Settings
 satios
General Settings Communication Client Rebranding Comaoda Client Security Rebranding
Language
English (United States) v

[] show messages from Comodo Message Center

[] show notification messages

[] Show desktop widget

["] show information messages when tasks are minimized/sent to background
[] Play sound when an alert is shown

["] Show shared space shortcut on the desktop

[E] Show security client tray icon

[] show security client desktop shortcut icon

[®] Show communication client tray icon

Cconfigure Departments for Ticket Submission

Al public departments will be shown unless configured
Available Departments Enabled Departments
Add Select All Select All
Maintenance (private) Support
Development (private) Sales
Production (private) Partnership Management (private)
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¢ Click 'Synchronize' button to view available department on SD and enabled departments from on
Communication Client to a user for submission.

Enable departments available to user
¢ Open the 'Ul Settings' section of a profile
¢ Click the 'Communication Client' tab then 'Edit'

¢ Select the department available from the left pane to import it to right pane to show it enabled for
selection by the end-user :

o Click 'Add' in the 'Available Departments' to enable particular department for the end user
o Click 'Select All' to enable all departments in the right list
¢ Click 'Save' to apply your changes to the profile.
Remove Enabled Departments
¢ Open the 'Ul Settings' section of a profile

e Click the 'Communication Client' tab then 'Edit’




Select the department in the 'Enabled Departments'

Click 'Remove' in the in the 'Available Departments' to delete a particular department

Click 'Select All' to delete all departments in the right list

Click 'Save' to apply your changes to the profile.

Submit a ticket on Communication Client

¢ Right-click on the CC system tray icon on an endpoint

e Click 'Submit Ticket'

Communication Client Submit ticket

Please fill in the fields below and describe details of your issue:

Issue Summary

Heguired (max. 100 chars)

Department
Support Department (_"

Maintenance Department
Support Department

'Normal =

Issue Details

Required (max. 5000 chars)

[] Include device data (brand, model, serial number, logged on user, domain/workgroup)

Note: Company, Device Name and Owner are included by default.

Cancel

Options
About
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¢ The ticket is submitted to the Service Desk. A prompt appears at the endpoint for the successful
creation of a ticket at the service desk:




Service Desk ticket has been

successfully created.

View the submitted ticket on Service Desk

¢ Login to Comodo One/ Xcitium
¢ Click 'Applications’ > 'Service Desk' > 'Tickets' > '‘Open’

¢ An example ticket is shown below:
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TICKET ¢ LAST UPDATE DATE 13 SUBJECT & FROM ¢ PRIORITY ¢ DEVICE NAME ¢ ASSIGNED TO & CUSTOMER ¢ FIRST REPLY

My Tickets (0)

Unassigned (19) 20 01/14/2020 7:42 am Server Connection Failed Cmdm46350 Normal DESKTOP-D0507D9

Answered (0)

Overdue (3)

Closed (0)
Paused (0)
Materials

Scheduled (0)
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