Kayako Fusion Basic User Guide
With this guide we want to give an introduction to Kayako Fusion, as well as his user control panel.
Kayako Fusion is an issue/ticket manager system to provide a better service to final user and as well improve based on a “lessons learned” concept.

 At this moment, we want to stop managing this kind of issues by email, phone or face to face (with the exception of something critical**) and we want to start doing it in Fusion.
The objects that we are going to work with are called tickets; those tickets contain the issue with the corresponding description, attachments and all needed. And the responsible staff for those tickets solves the issue in an established time.
First think to do is get an account that has to be done only once.
First of all, you have to access that link, http://support.srggi.com
The steps to create a new account are:
1- Press the option register and fill all the fields asked into the register form.
2- Automatically after you will receive an email with a link and you should enter to confirm the account.

3- Insert your email and password and finally you were logged in.
Then you are going to see the next page:
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Home: This page is the initial one. Here you can find a general view of the main menu.
View Tickets: This one allows you to check all your tickets, the status, answers by the staff and updates for them.
Submit a Ticket: Through this menu you can create a new ticket for any issue type. 
Knowledgebase: This is the Knowledge base as his name shows, here you can find help articles with the solution of an issue already solved. An useful feature is that while you are writing a ticket automatically appear the articles connected with the subject or description of the new ticket.
News: This is a simple news channel.

Downloads: This option allows you to download some knowledgebase articles to your computer.
Troubleshooter: This option lead us by a few steps to get the correct diagnosis and shows the resolution of the most common issues.

**By critical, is mean something that block the normal work progress.
How to create a new ticket?
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First of all, you should press in  Submit a Ticket and then, you are going to see the next department selection menu.

As you can see, there are a lot of departments and subdepartments. 
For Europe Plants, we have created the marked ones with the corresponding subdepartments inside it.
To create tickets for Boleslawiec, we should do it in the corresponding subdepartment inside Boleslawiec and the same for the rest of the plant departments.
Mabye when you are going to select the subdepartment to place a new ticket, you don’t find the correct one. By the time we have created some general subdepartments, but It’s possible to add new ones. 
Don’t hesitate to ask to the IT department for any doubt








When you select the correct one, you are going to see the ticket creation form with the general information and the message details (and sometimes you have to fill some specific fields in order to provide extra information for a fast solution). 
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In addition, when you are writing the subject or the body of the ticket, knowledgebase articles are automatically sugested in order to help you with the issue. 
You can also attach files to the ticket to show an error, a document or anything.

To finish, press Submit and the new ticket were created.
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