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Click on Rules
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System Properties

System Settings

General, Printing, efc

User Logins User Roles User Groups Email Groups School Years SMTP Configurations
Username, Password, etc. Administrator, Technician, etc. Administrators, Technicians, etc. Student Changes, Asset Changes, efc. Start Date, End Date, etc. Gmail, Office 356, etc..

Rules Custom Emails

System events and rules for tasks, email, etc Customize your emails
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Click Add New to add a new rule
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Rule Name
Ticket Type Default Technician Rule This rule sets the technician on a ticket based on the default technician field on the ticket type. 99 Z W
Site Default Technician Rule This rule sets the technician on a ticket based on the default technician field for each individual site. 100 [ca |
Route fickets for DSD to queue Automatically route tickets from site DSD to the DSD Queue 3 | |
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Click on Edit to edit an existing rule
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Manage Rule(s)

Rule Name Description
Ticket Type Default Technician Rule This rule sets the technician on a ticket based on the default technician field on the ticket type. 929 [Ca |
This rule sets the technician on a ticket based on the default technician field for each individual site. 100 [ |

Site Default Technician Rule

Route tickets for DSD to queue Automatically route tickets from site DSD to the DSD Queue 3
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Rule Name Route tickets for DSD to queue
== Automatically route tickets from site DSD to the DSD Queue
y
Eventy Ticketis Created xv
Priority * 5
OR 8 -and -
AND 8
FIELD B ield *
Field Site: XV
8§ System
Operator * One of x v
B8 Assets
Site(s) * o o
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Add a description of the rule
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Edit Rule
Rule Name * Route fickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
/
Event* Ticketis Created =
Priority * 3
Conditions
- . -and -
AND £
FIELD £ eld *
Field site =
& Ssystem
Operator * One Of =
O Assets
site(s) * X DSD ~
&% Users
B Sies
B Pars

Select an event from the list that will trigger the rule
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Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
Event * [ Ticket is Created = ]
Priority * 3
Conditions
or Gi and-
AND E
FIELD & feld *
Field Site v
‘Operator * One of e
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sites)* 05D v
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Add a priority for the rule as they will process in priority order
(#1 being the highest priority)
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Edit Rule
Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
4
Event * Ticket is Created —
Priority * [ 3 ]
Conditions
- “ -and -
AND £
FIELD E eld *
) Field Site s
System
‘Operator * One of i
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Site(s) * X DSD K
&% Users
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Drag a field into the Conditions area
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Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
Y
Event* Ticketis Created —
Priority * 3
Conditions
- . -and -
AND B
Field * Site v
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Select a field from the list
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Edit Rule
Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
Y
Event* Ticketis Created =
Priority * 3
Conditions
- . -and -
AND £
FIELD £ eld *
Field site =
& Ssystem
Perator One of ahd
O Assets
site(s) * X DSD ~
&% Users
B Sies
B Pars

Choose whether the field is "one of" or "not one of" from the
list
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Home > System Properties > Rules > Edit Rule

Edit Rule
Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
Y
Event* Ticketis Created —
Priority * 3
Conditions
- . -and -
AND B
FIELD £ eld *
Field Site -V
‘Operator * [ One of v
site(s) * X DSD -
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Select the options that you wish to include in the condition.
You can select multiple options.
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Edit Rule

Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue
y
Event * Ticket is Created o
Priority * 3
Conditions
- “ -and -
AND £
FIELD E feld *
Field Site =
& System
‘Operator * One Of -~
0 Assets
Site(s) * [ X DSD }
&% Users
B Sites
B Pars

You can add multiple conditions.
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Edit Rule
Rule Name * Route tickets for DSD to queue
Description Automatically route tickets from site DSD to the DSD Queue:
Y
Event* Ticketis Created =
Priority * 3
Conditions
OR a1 :
AND £
FIELD E Field * Site o
Operator * One of i
site(s) * % DSD K
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You can select whether you want multiple conditions to be meet
an "and" conditions as well as "or" conditions
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Rule Name * Route tickets for DSD to queue
= Student
- Description Automatically route tickets from site DSD to the DSD Queue
@aff
y
Event * Ticket is Created o
Priority * 3
Conditions
- “ -and -
AND £
FIELD E feld *
Field Site =
Operator * One Of ad
0 Assets
Site(s) * X DSD K
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B Pars

Drag the action button into the Action area
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Eaenty Ticket is Created v
Sites
Priority * 3
Conditions
OR G -and -
AND E
FIELD & ield * o
Field sie o
‘Operator * One of v
site(s) * Boo0) o
0 Assets
&% Users
Actions
B sites
ACTION & Action* Assign Ticket to Queue x v

Parts



Select an Action from the list
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Event® Ticket is Created v
Priority * 3
Conditions
OR 1 -and -
AND 8
FIELD F eld
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0 Assets
&% Users
0 Sies Actions
0 FE ACTION % I“""" . Assign Ticket to Queue o I

Select the options that meet the desired action from the list
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OR ] -and-
AND E
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Field Site: XV
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Site(s) * % DSD. v
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You can add multiple actions to a rule
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Drag a notification box into the Notifications area
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FIELD S feld *
Field Site: XV
Operator * one of x v
site(s) * o o

Actions

Action * Assign Ticket to Queue v

ACTION

Ticket Queue * DSD Site Queue x v
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Notifications
B Sites
NOTIFICATION Action * Send Update Email to Queue Technicians v
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Select the type of notification and the users to receive the
notification from the list.
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FIELD ] Field * - .
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ACTION 5 Action * ‘Assign Ticket to Queue ‘o
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Click Save
AN ONETOONE
¥  rLUS oW scarch
Home > System Properties > Rules > Edit Rule B Demo School District & OnetoOne Plus @
‘Operator * One of Yo
site(s) * L DsD .
Actions
ACTION 5 Action* Assign Ticket to Queue .
Ticket Queue * DSD Site Queue v
Notifications
NOTIFICATION & Action * Send Update Email to Queue Technicians v
& Users
De\ete

B sites

B Pars




