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Screenshots

The UX design of ADITO is continuously 
optimised for you. Therefore, there may be 
deviations in the screenshots.



▪ Overview of the menu groups

▪ Create service ticket 

− Create service ticket manually

− Create service ticket automatically

− Filter view

− Preview

− Meaning of the icons

▪ Edit service ticket 

− Example process

− Pull next ticket

− Take service ticket 

− Return service ticket 

− Replay (external communication)

− Forward (internal communication)

− New note

− Close service ticket 

− Re-open service ticket 

▪ Edit service ticket 
− Duplicate service ticket 

− Add Follow-up ticket 

− Resubmit service ticket 

− Split service ticket 

− Merge service ticket 

− New letter

− Create operation task

▪ Tabs in the Serviceticket
− Tab „Details“

− Tab „Recipients“

− Tab „Activities“

− Tab „Checklist entries“

− Tab „Knowledge entries“

▪ Service ticket Escalation

▪ Dashboards

Menu group „Service“

Agenda
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Menu groups „Service“ und „Service Administration“
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Service Administration


Escalation


Employee group

 Employee
group rule group


Service ticket 

template


Inbox filter group


Inboxes


Document
template

Service


Team leader
Dashboard


Service 

Dashboard


Service ticket



Create 
Serviceticket
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In the preview of a contact, an 
activity or a task

Entry points (1/3)

Create service ticket manually
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Tab “360 degrees” in the company or in contact



Via the Quick entry

Entry points (2/3)

Create service ticket manually
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Via the „Ticket Control Center“ dashlet



Via the “Create new” button in the filter view of the “Service ticket” context

Entry points (3/3)

Create service ticket manually

8



Create service ticket manually
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Select the country in which 
the requester lives/works.

The email address and landline number stored for the 
requestor are displayed. If the requestor can be reached via a 
different email address or telephone number while the service 
ticket is being processed, these can be entered here. The data 
is only saved in the service ticket, not in the contact. 
Example: The requestor can only be reached via their private 
cell phone during the processing period.

Select the contact who requested the service from you. If you 
initiate the ticket creation process from a contact, that contact 
will be automatically listed as the requester. If you initiate the 
ticket creation process from a company, only the contacts 
linked with that company will be shown. 



Create service ticket manually
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Administrators can create service ticket templates, 
which can then be selected here. By selecting a 
template, certain fields are filled automatically, 
such as inbox, category, title, priority and status.



Create service ticket manually
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An inbox forms a bracket around service tickets 
that are to be processed by a specific team. 

Example
There is a general quality assurance team that handles 
complaints or claims and there is a team of service 
technicians who rectify faults and carry out main-
tenance at the customer's premises.



Create service ticket manually
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You can use the category to subdivide the 
service tickets in an inbox.

Example
The “Quality assurance” inbox includes the categories 
“Complaints” and “Reclamation”.



Create service ticket manually
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Give the service ticket a meaningful title. If the 
title is already filled in by a template, it makes 
sense to complete it here.

Example
The title is automatically filled in with “Complaint” by 
the selected service ticket template. Complete the title 
so that the service tickets are distinguishable. E.g. 
“Complaint: Headphones do not work on the left”



Create service ticket manually
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In the “Description” field, you have the 
option of describing the request so 
that the processor knows what to do.



Create service ticket manually
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You can use the maturity date to put the 
service ticket on resubmission or define 
when the service ticket should be completed.

The person who creates the ticket is automatically 
entered as the editor. However, you can also select 
a different editor.

In the “Medium” field, enter the medium 
via which the service ticket was received, 
e.g. telephone, email or contact form.



Initiate the ticket creation process from an activity

Create service ticket manually
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If you create a service ticket from an activity, 
the service ticket is displayed in the activity 
in the “History” tab. The activity is also 
displayed as a link in the service ticket.



Aus Aufgabe

Create service ticket manually
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If you create a service ticket from a 
task, the service ticket is displayed in 
the task in the "History" tab. The 
task is also displayed as a link in the 
service ticket.



When an E-Mail arrives in Mailbridge, it checks whether a service ticket number is found in the 
subject line of the E-Mail.

▪ If a service ticket number is found, an activity is created for the corresponding ticket. The 
content of the E-Mail is stored in the description field of the activity.

▪ If no service ticket number is found, a new service ticket is created.

New Service Ticket vs. Activity in an existing Service Ticket

Create service ticket automatically
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It is also checked whether the incoming E-Mail is an autoresponder to avoid E-Mail loops.

Example
The requester has set up their email account to send automatic reply E-Mails (e.g. shortly before going on holiday). They send an 
E-Mail, which creates a service ticket in the ADITO system. The ADITO system is set to send an automatic reply to incoming E-
Mails. This reply E-Mail in turn triggers an automatic reply from the requester. However, the ADITO system recognises that this is 
an autoresponder and no longer responds to this E-Mail with an automatic reply. However, an activity is created for the existing 
service ticket.



Excursus into service administration

Create service ticket automatically
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The administrator can 
assign one or more email 
addresses to an inbox, as 
well as fax machines or 
answering machines. 
Service tickets are auto-
matically created for this 
inbox from messages 
received via the stored 
connections. 

For more information on 
mailboxes, see the 
“Service Administration” 
documentation.



Excursus into service administration

Create service ticket automatically
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The administrator can 
create Service Ticket 
Templates that are used 
when Service Tickets are 
created automatically. 
Templates are used to 
automatically fill in 
various fields in tickets, 
such as category, title or 
priority.

For more information on 
service ticket templates, 
see the “Service Admini-
stration” documentation.



Excursus Context „Email Filter“ – Bounces und Blacklist

Create service ticket automatically
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The "Email Filter" context is used for bounce 
management and blacklisting. 

The Type is used to specify whether the filter is 
created to blacklist emails or whether the filter is 
created for bounces.

Bulk mail and/or service ticket can be selected as the 
Place of Use. This determines the context in which 
the filter is applied.



▪ Bounces
▪ Bounce detection is integrated for incoming emails that are processed via the service mailbridge. 
▪ No automatic reply email is sent in the event of a bounce. 
▪ As always, an activity is created in the ticket for the incoming email, which contains a corresponding 

note in the subject line in the event of a bounce. 
▪ The editor of the service ticket (if entered) is informed of the bounce by notification.

▪ Blacklist
An email sent by someone on the blacklist is retrieved by the Mailbridge process but not processed 
further. Accordingly, no service ticket or activity is created in an existing ticket. 

Bounces and Blacklist

Create service ticket automatically
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Filterview

Service ticket
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All service tickets are dis-
played in the filter view. 
Use filters and groupings 
here to display the 
tickets clearly arranged. 

Example

Filter condition "Status 
not equal completed" 
and groupings to 
“Editor" and "Priority".



Filterview: Filtering and grouping

Service ticket
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Use filtering and grouping
▪ for controlling
▪ to filter tickets without editors and take them over
▪ to assign tickets of a departed employee to a new employee
▪ …



Filterview: Serial action

Service ticket
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You can use the "Change selected" action to 
change the status, category, priority or editor 
for selected service tickets. 



Actions and informations in the preview

Service ticket
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The icon provides information 
on priority and status.

Actions for further editing of 
the tickets. Whether the 
actions are available depends 
on the status of the ticket.

If a ticket is created 
automatically, the 
editor remains open 
until the ticket is 
taken over.

If a ticket is created 
manually, the creator 
is automatically 
entered as the editor.



Actions and informations in the preview

Service ticket
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Contact Info of the requester.

Details

Information about the Ticket.

Dates

Date values related to the ticket.

Description

What does the ticket include? What is 
the ToDo in the ticket?

Links with other datasets are 
displayed here.

E-Mail

For tickets that were automatically 
created from emails, the content of 
this email is displayed here.

The processing time is all days from 
start to end. If the end is still open, 
then start to today. 



Possible status values

Service ticket

Entry  Ticket has been recorded

Unassigned  Ticket is not assigned to an agent because it has been returned

Assigned  A team member assigns the ticket to another team member

In progress  Ticket has been pulled by an agent and is now being processed

Employee checks  Query was communicated to a colleague, now waiting for their feedback

Waiting  The employee is waiting for feedback

Internal request  Question was forwarded to a colleague by email

Internal reply  Colleague feedback has been received by email

Request  Query sent to customer by email

Customer checks  Query was communicated to customer, now waiting for their feedback

Reply  Customer feedback has been received by email

Re-open  Ticket has been reopened (manually or automatically)

Resubmitted  Maturity date has been entered

Completed  Ticket was finalized and was closed with conclusion

Which status values exist and when they 
are set must always be considered in the 
individually customized project.



Icon: Priority and status

Service ticket
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None              

Low              

Medium              

High              

Status

Priority

Which status values exist and when they 
are set must always be considered in the 
individually customized project.



Edit Service 
ticket
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Example process

Edit Service ticket
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Write email 
with „reply“

Customer response (email is 
linked as an activity in the ticket)

Email arrives

 Service ticket
Entry

 Service ticket  Service ticket  Service ticket

ReplyRequestIn progress

 Service ticket

Completed

Further 
processing*

* For example, further coordination 
with the customer or with colleagues.



You can have a ticket assigned to you by 
clicking on the “Pull next ticket" button on 
the "Ticket Control Center" dashlet in the 
"Service Dashboard" context. A ticket opens 
and

▪ the user logged into the system is 
entered as the editor,

▪ the status of the service ticket is changed 
to "in progress".

Pull next ticket

Service ticket – Actions for editing
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Which ticket is pulled depends on
▪ the priority of the ticket 
▪ the entry date and
▪ which employee group you are assigned to (setting in Service Administration).



Pull next ticket

Service ticket – Actions for editing
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When executing the “Pull next ticket” action, tickets without 
an assignee and with a “high” priority are assigned first. If 
there are several tickets with “high” priority, the entry date is 
also checked and the oldest ticket with “high” priority is 
assigned. If there are no more tickets with “high” priority, 
tickets with “medium” priority are assigned, followed by those 
with “low” priority.

The order in which the 
specified tickets are drawn.



Messages that may be displayed after performing the “Pull next ticket” action.

Service ticket – Actions for editing
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This message is displayed 
when there are no service 
tickets without an editor. 

This message is displayed if there are tickets 
without an editor, but you are not assigned to 
an employee group (assignments in the system 
are made by the administrator).

This message is displayed when there are tickets 
without an editor and you are assigned to an 
employee group, but the tickets cannot be 
processed by members of your employee group.



You can also deliberately select and accept a 
ticket from the filter view of the "Service ticket" 
context. To do this, click on the “Take" button in the 
preview of a service ticket. This will

▪ enter the user logged into the system as the 
editor,

▪ change the status of the service ticket to "in 
progress".

Take or return ticket

Service ticket – Actions for editing
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The “Take" button is only visible if no editor is 
assigned to the service ticket. If an editor is 
stored, you will find the "Return" button here.



If you are entered as an editor for a service ticket that you 
cannot edit, click the "Return" button. An overlay opens in 
which you can change the inbox and the category of the 
service ticket if the ticket is incorrectly assigned. By saving, 
the service ticket is released for selection again. With the 
Save 

▪ you will be removed as the editor of the service ticket 

▪ the status of the service ticket is changed to 
“unassigned".

▪ an activity is created that documents the return.

Take or return ticket

Service ticket – Actions for editing
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The "Return" button is only visible if an editor is 
assigned to the service ticket. If no editor is stored, 
you will find the “Take" button at this point.



The "Reply" button is only active

▪ if you are the editor,

▪ if "Send emails" = "Yes" in the assigned inbox and

▪ if the assigned inbox is active.

If you click on the "Reply" button, then

▪ an overlay for email processing opens
▪ The email address from the first mailbox in the inbox is 

always used as the sender

▪ The email address stored with the requestor is entered as 
the recipient and any other email addresses defined in 
the "Recipients" tab.

▪ the status of the service ticket is changed to 
“Request" as soon as you confirm the email dispatch 
with "Save".

Reply (external communication)

Service ticket – Actions for editing
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If a bounce/autoresponder is 
returned, an activity with the 
relevant information is created in 
the service ticket and a notification 
is sent to the person responsible.



Reply (external communication)

Service ticket – Actions for editing
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Document templates associated 
with the service ticket will be 
displayed here if they are stored 
in the system (possibly different 
depending on the ticket category).

Status that is set in the ticket 
when the email is sent.

Recipient

Subject from the 
e-mail received.



Reply (external communication)

Service ticket – Actions for editing
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In the “Content to forward” field, you 
can select which history you would 
like to display in the e-mail to be sent.



Reply (external communication)

Service ticket – Actions for editing
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If you select “Current ticket”, the following information stored 
in the ticket will be displayed in the e-mail history:

▪ The subject of the original e-mail
▪ The date on which the ticket was created
▪ The description stored in the ticket



Reply (external communication)

Service ticket – Actions for editing
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If emails relating to the ticket are sent or received and linked 
to the ticket, they are displayed here for selection. By selecting 
a specific email, only the text of this email is displayed in the 
history.



Reply (external communication)

Service ticket – Actions for editing
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If you select “Mail activities”, the 
entire e-mail history is displayed, i.e. 
all e-mails linked to the service ticket.



Reply (external communication)

Service ticket – Actions for editing
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If you select “Original E-Mail”, only 
the email that initially created the 
ticket will be displayed in the history.



Reply (external communication)

Service ticket – Actions for editing
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Enter the text of the e-mail to 
be sent in the “Input” field.



Reply – Email address on blacklist

Service ticket – Actions for editing
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If you attempt to send an email from a 
service ticket to a recipient who is on 
the blacklist, you will receive the 
notification: "Email address or contact 
is blacklisted".



Forward (internal communication)

Service ticket – Actions for editing
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The "Forward" button is only active
▪ if you are the editor,
▪ if "Send emails" = "Yes" in the assigned mailbox and
▪ if the assigned inbox is active.

If you click on the "Forward" button
▪ an overlay for email processing opens

▪ The email address from the first mailbox in the inbox is 
always used as the sender

▪ Any email addresses defined in the "Recipients" tab are 
entered as recipients.

▪ you can only select colleagues as recipients
▪ the status of the service ticket is changed to 

"Internal request" as soon as you confirm the email 
dispatch with "Save"



Clicking the "New note" button will open an overlay 
where you can provide a subject and the content of 
the note. Upon saving the note, an activity is created 
that is linked with the service ticket (category: note, 
direction: internal). Any user can create a note, 
regardless of their status as an editor. The activity can 
be edited at any time thereafter. For instance, during a 
telephone call, you may enter brief key points in the 
overlay and later refine them in the activity to ensure 
clarity for colleagues. 

New note

Service ticket – Actions for editing
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Close

Service ticket – Actions for editing
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Clicking the "Close" button will open an overlay. The 
status of the service ticket is pre-assigned there as 
“completed". The following options are available for 
selection in the "Conclusion" field:

▪ Success

▪ Failure (customer) – e.g. no customer feedback after a 
defined period of time

▪ Failure (employee)

You may explain why the ticket was closed, e.g. "Error was 
fixed by performing xy." Saving the informations will 
generate an activity that is linked to the service ticket 
(category: system, direction: internal).



▪ Automatically: If an email is received for an already 
closed service ticket that contains the ticket number of 
the closed ticket and the time period defined in the 
inbox for reopening has not been exceeded, no new 
service ticket is created, but the “old” one is set to the 
status “re-open”.

▪ Manually: You can manually set a service ticket to the 
status “re-open” at any time.

▪ An activity is created that documents that the ticket 
has been reopened (category: system, direction: 
internal). The activity is linked to the service ticket.

Re-open

Service ticket – Actions for editing
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Example process „Reopen ticket“

Service ticket – Actions for editing
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Email arrives

 Service ticket

Entry

 Service ticket

In progress

 Serviceticket

Completed

Reopening period
exceeded?

 Serviceticket

Email arrives
(Contains “Ticket number” from the closed ticket)

no

yes

 Serviceticket

Entry

Re-open



New task/new activity

Service ticket – Actions for editing
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If you create an activity or task from a service ticket, the 
service ticket is displayed in the activity/task in the “History” 
tab. A link to the service ticket is also displayed in the 
activity/task.



Use the “Duplicate” action to copy an existing service ticket. The 
information from the existing service ticket is transferred to the 
editing view and can be adjusted there.

When a user performs the action, they are entered as an editor in the 
new ticket and the status is set to “in progress”.

An activity is created in both the original service ticket and the 
duplicated service ticket. In the description of the activity, is 
documented that the ticket was duplicated or created by duplication. 
The ticket number of the other ticket is also documented.

Duplicate

Service ticket – Actions for editing
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Follow-up ticket

Service ticket – Actions for editing
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As a rule, you create a follow-up ticket if an issue arises from a 
ticket that is to be processed in a separate ticket. 

The tickets are linked to each other and are each displayed in the 
“Link” area. 

The user logged in to the system is entered as an editor in the new 
ticket and the status is set to “in progress”. 

An activity is created that is linked to both the original service 
ticket and the follow-up ticket. In the description of the activity, the 
ticket number and the title of the ticket are entered for both tickets.



Resubmit

Service ticket – Actions for editing
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When you perform the “Resubmit” action, an overlay opens. There 
you can

▪ change the editor (e.g. if a colleague has to take over) and 

▪ set a maturity date. 

When you save, 

▪ the status of the service ticket is set to “Resubmitted”,

▪ an activity is created in which the maturity date and the editor 
are documented.

The maturity date is displayed both in the 
preview of the service ticket and in the 
filter view of the “Service ticket” context. 



Maturity date

Service ticket – Actions for editing
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To keep an eye on tickets 
with a maturity date, use 
the “Maturity date” filter 
property.

To see tickets that are 
already overdue, filter on 
“Overdue equal Yes”.



Split

Service ticket – Actions for editing
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You use the “Split” action if you want to duplicate a ticket and 
split existing activities between the remaining and the new ticket. 
This could be the case, for example, if two issues, such as a return 
and a complaint, were processed at the same time in one ticket.

When you execute the “Split” action, a SmallEdit opens. There you 
can select all activities of the service ticket. Select the activity at 
which the service ticket is to be split. The selected activity and 
all newer activities are saved in the new ticket, the remaining 
activities remain in the old ticket.

Depending on the selected activity (date, time), documents and 
links are also transferred to the new service ticket.

▪ The ‘Split’ action is only displayed if activities are stored in the service ticket.
▪ A service ticket can also be split if no requestor is specified. 



Split

Service ticket – Actions for editing
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An activity is created in both tickets. In the 
description of the activity is documented 
that the ticket has been split or that it has 
been created by splitting. In each case the 
ticket number of the other ticket is also 
documented.



Merge

Service ticket – Actions for editing
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You use the “Merge” action if you want to merge two tickets 
into one ticket. For example, if a second ticket has been 
accidentally created for the same issue.

When you perform the “Merge” action, a SmallEdit opens. There 
you can select all service tickets that have not yet been completed. 
All information from the selected ticket is transferred to the ticket 
that is already open. The description of the ticket that is closed is 
created as an activity in the ticket that is retained for editing.

For the ticket that has been integrated into the other

▪ the status is set to “completed”

▪ the conclusion is set to “merged”.

The ticket cannot be reopened.



Merge

Service ticket – Actions for editing
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An activity is created in both 
tickets. The description of the 
activity documents which 
ticket was transferred to 
which. 



New letter

Service ticket – Actions for editing
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When you perform the “New letter” action, an overlay 
opens. Select a document template there and click on 
the “Download letter and create Activity” button. This will 
download a Word file that you can edit if necessary and 
print .



Create operation task

Service ticket – Actions for editing
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When you execute the “Create operation task” action, the editing 
view of the operation task opens, where you can create the 
operation task. 

You can find more information on operations and operation tasks 
in the training documents for the “External work” menu group.



Tabs in the
service ticket

66



Tab „Details“

Tabs in the service ticket
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In the “Description” area, you can 
enter free text that describes what 
the service ticket is about or what 
needs to be done.

You cannot edit the “E-Mail” area. If a 
service ticket is created automatically 
from an email, the content of the 
email is displayed there.

If the email contained attachments, 
these are displayed in the 
“Attachment” area.



Tab „Recipients“ – Enter email adresses

Tabs in the service ticket
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In the “Recipients” tab, you 
can enter email addresses 
that are to be automatically 
inserted in an email when 
you perform the “Reply” or 
“Forward” actions in the 
service ticket.



Tab „Recipients“ – Enter email adresses

Tabs in the service ticket
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If you want to add an email address manually, a 
SmallEdit opens in which you can

▪ enter the email address, 

▪ specify whether the email address should be 
stored in the “To” field, the “Cc” field or the 
“Bcc” field in the email,

▪ specify whether the email address is only used 
when replying to the incoming email or when 
forwarding it, or in both cases.



Icon Usage

 Reply

 Forward

 Always

Tab „ Recipients“ - Usage

Tabs in the service ticket
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The icons displayed next to the email addresses 
indicate whether the email address is only used, 

▪ if a reply is sent to the incoming email, or

▪ if it is forwarded or

▪ in both cases.



Tab „Recipients“ – Enter email adresses

Tabs in the service ticket
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If a ticket is automatically created 
by the receipt of an email, the 
email addresses from the sender 
and Cc are saved in the “Recipient” 
tab. The “Usage” is automatically 
set to “Reply” for these email 
addresses. The sender is also 
stored as the requestor in the 
ticket. If the requestor is changed 
in the ticket, the corresponding 
email address in the “Recipient” 
tab will also be adjusted.



Tab „Activities“

Tabs in the service ticket
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Activities are automatically created 
in the service ticket when you 
perform (and complete) the 
following actions:

▪ Reply
▪ Forward
▪ New note
▪ Return
▪ Close
▪ Re-open
▪ Duplicate
▪ Follow-up
▪ Resubmit
▪ Split
▪ Merge
▪ New letter
▪ Create operation task

If a default language is stored in the 
“mail.defaultLocal” preference in the Designer, 
all activities created via the Service Mailbridge 
will be created in this language. 



Checklist entries

Tabs in the service ticket

73

Checklist entries are to-dos that you must 
observe while processing the ticket.

Checklists and associated entries can be 
administratively created and maintained 
in the system for each ticket category.



Checklist entries – linked knowledge entries

Tabs in the service ticket
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The specialist administrator can link the 
checklist entry to a knowledge entry. 
This allows the user to be provided with 
more detailed information.



Set checklist entries to fullfilled

Tabs in the service ticket
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A checklist can contain entries that 
must be manually set to “fullfilled” and 
entries that are automatically set to 
“fullfilled”. 

▪ Entries that must be completed 
manually are marked with 
“Automatically equals No”.

▪ Entries that are automatically set 
to completed are marked with 
“Automatically equals Yes”.



Set checklist entries manually to fullfilled 

Tabs in the service ticket

76

Entry that must be manually set to completed 
(“Automatically” = “No”)
1. Activate the “Fullfilled” button
2. Save

1

2



Set checklist entries manually to fullfilled 

Tabs in the service ticket
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After saving, it is documented who has 
completed the checklist entry and when …

… and how many checklist entries 
have been saved with changes.



Set checklist entries manually to fullfilled 

Tabs in the service ticket
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You can also deactivate the “Fullfilled” 
button again. When you save, the 
corresponding entries in the “Done by” 
and “Done on” columns are removed. 



Set checklist entries automatically to fullfilled 

Tabs in the service ticket
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Entry that is automatically set to completed (“Automatic” = “Yes”)
In this case, information must be stored in the system so that the checklist 
entry is set to “fullfilled”. If the information is removed, the button is 
deactivated again, i.e. set to “not fullfilled”.

“Anforderer vorhanden” (“Requestor entered”) is set to fullfilled, for example, if 
the Requestor field is not empty.



Checklist entries

Tabs in the service ticket
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In the “Completion mandatory” 
column, you can see whether a checklist 
entry must be set to fullfilled or not. As 
long as there are checklist entries with 
“Completion mandatory = Yes” that have 
not been fullfilled, 

▪ the note “Mandatory specification 
in checklist open” is displayed in 
the preview of the service ticket and

▪ the status of the ticket can be set to 
“completed”, but the conclusion 
cannot be set to “success” (only to 
“failure (customer)” or “failure 
(employee)”).



Tab „Knowledge entries“

Tabs in the service ticket

81

Knowledge entries containing infor-
mation required for processing a 
ticket are displayed here.



Wissenseintrag anlegen

Exkursus into the Context „Knowledge“

82

You can display knowledge entries 
of the “Solution” type for service 
tickets in the “Knowledge entries” 
tab. To do this, define in the 
knowledge entry whether it should 
be displayed for all service tickets, 
regardless of which inbox and which 
category, or only for service tickets 
from certain inboxes and certain 
categories.

You can find more information on 
knowledge entries in the “Knowledge 
management” documentation.
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Service ticket 

Escalation



The “Escalation” button is available in the preview of service tickets. 
Tickets can be escalated because, for example

▪ they were forgotten, 

▪ an important customer has created the ticket, 

▪ it is important that the team leader is involved here

▪ etc.

Escalating a ticket means leaving the standard handling process and 
giving the ticket absolute priority.

Activate Escalation manually

Escalate service ticket
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▪ In ADITO, a process can activate the “Escalation” indicator in the service ticket and 
send a notification to a defined contact or employee group as soon as certain 
criteria (defined by a filter in the administration) are met. 

▪ Examples:
− A certain date has passed, someone must be notified of this.

− The priority of a ticket with category „complaint“ has been set to „high“.

− Etc.

Automatic escalation

Escalate service ticket
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Keep an eye on escalated tickets

Escalate service ticket
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Tickets with “Escalation = Yes” 
that are not yet closed are 
displayed in the “Escalated 
tickets” dashlet.

You can also display the escalated 
tickets in the context “Service ticket” 
with the filter condition “Escalation = 
Yes”.

The red triangle with an exclamation 
mark is displayed for escalated tickets 
(as well as for tickets for which the 
check date has been exceeded).



Dashboards
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Overview

Team leader dashboard
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Authorized users can 
customize this dashboard 
and use the DashletStore.

Overview depending 
on the status values

Overview depending on 
the recorded medium

Overview of the inboxes in 
which the emails were received

Tickets with active 
“Escalation” indicator

Overview of
the Inboxes



Overview

Service Dashboard
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Authorized users can 
customize this dashboard 
and use the DashletStore.

Tickets with active 
“Escalation” indicator.



This document is subject to copyright protection. You may use the contents for the 
intended purpose, e.g. an ADITO training course or an ADITO project (in particular you 
may also save and reproduce them), but only after consultation with ADITO may you 
modify them, pass them on to third parties, publish them or use them for other 
purposes.
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