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Quick Start Guide 
Welcome to DeskPRO!

Your login details are in your welcome email.

After you log in for the first time, you'll see the 

agent interface below.

DeskPRO terminology

agents: staff within your company who use DeskPRO to 

provide help

users: the people you are helping

admins: staff within your company who have 

administrator access to configure your helpdesk

The app bar is where you select from the 

applications which make up DeskPRO:
The filter pane enables you to select groups of 

items to work on – for example, a list of all the 

tickets that are assigned to you.

The list pane shows the results of your 

selection in the filter pane. You can click on 

items here to open them.

The content pane is a workspace for viewing 

and working on individual items. You can 

switch between open items (such as tickets, 

user records, or chats) using a tabbed interface, 

like in a web browser.

At the top is the toolbar:
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The Tickets App

Finding tickets

The filter pane is where you select groups of tickets to work on. For example, you might want to see 

all tickets that are awaiting an agent and are assigned to your team.

Ticket status
Each ticket has a status, which is based upon who needs 

to act on the ticket next.

awaiting agent - an agent needs to perform the next 

action on the ticket e.g. reply to the user

awaiting user - you're waiting for the user to contact 

your helpdesk

resolved - the issue is resolved and communication has 

ended. Resolved tickets can be re-opened.

Agent assignment
Tickets start out as unassigned but can be assigned to an 

agent and/or a team.

My Tickets shows tickets that are assigned to you. 

These are typically either tickets you have worked on 

before, or were assigned to by another agent.

Tickets I Follow is a way to keep track of a ticket that's 

not assigned to you. You can follow a ticket using the 

content pane.

Labels and flags
Labels let you categorize items; they are shared by all 

agents. 

You can also put flags in various colors on tickets to 

help you keep track of them. Flags are for your own 

reference only.

You can group tickets

that are “awaiting

agent” by a number of

fields, for example to

find tickets assigned to

each of the agents in

your team.



Tickets in the list pane

The matching tickets from your selection in the filter pane are shown in the list pane, like search results.

Click a ticket to open it in the content pane. Open tickets turn blue. Click them again to close them.

Urgency is a score from 1 to 10 

which can be changed by agents or 

by automatic rules set up by your 

DeskPRO administrator. It is 

designed to help you prioritize 

tickets.

An SLA is a condition to meet 

(such as replying to a new ticket 

within 4 hours). When a ticket is 

close to failing an SLA, it is 

marked amber.

You can select multiple list items using the checkboxes. This is useful if you need to apply the same action to multiple 

tickets – for example, you can assign several tickets to another agent at the same time.



Working on a single ticket

By default, your reply is emailed to the

user and the ticket status is set to

“awaiting user”. 

If you're replying to an unassigned

ticket, by default it will be assigned to

you.

In some situations, you'll want to keep

the status as “awaiting agent” or mark

the ticket as resolved after you reply.

You can also change the assigned agent.

Add attachments to a message using the 

Attach button, or just by dragging the

file onto the bar above the reply box.

To insert an image in the message, drag

it into the reply box (it must be in PNG,

JPEG or GIF format).



You can write a note – for internal reference within your helpdesk - instead of a reply. Just click on the Note tab.

If you find you're using the same phrases over and over in replies, you can

save time with snippets. 

Use the Snippets button to see what snippets are available and create new

ones.

The cog in the Properties tab lets you access additional fields your helpdesk may use:

The Actions pull-down menu above the reply box offers advanced functions:

 You can put a ticket on hold status – this is useful if the user is awaiting a

reply, but you are waiting for something else to happen (for example, hearing

back from an third party) before you can answer.

Create a new pending article is a way to note that a knowledgebase article

should be created based on the ticket.



The Chat App
Users can initiate a real-time chat conversation from your web portal or website.

You can sign in and out of the chat system using the pull-down menu in the toolbar.

When a user requests a chat, you will see a New Chat 

notification at the upper left of the interface.

If you accept the chat, it opens in the content pane. 

Chatting works much like any instant messaging service. 

You can format your messages and send attachments just 

as you do when replying to a ticket.

Use the Chat app to filter chats and find earlier 

conversations.

Logging a ticket from a chat

Use this button while chatting to create a ticket linked to the chat:

You can also create a linked ticket from a closed or missed chat: 



The CRM App
The DeskPRO CRM app helps you keep track of your users.

You can see detailed user information by clicking on a user's name in various places:

Usergroups affect what 

the user can do with 

tickets, chat and web portal 

content – your 

administrator decides the 

settings.

Organizations track who 

the user works for. 

DeskPRO can 

automatically assign 

organizations based on the 

user's email address.

 

Open an organization in the content pane to access these useful functions:



The Feedback App
Users can submit feedback through your web portal.

Depending on the settings chosen by your DeskPRO administrator, some types of feedback may only be available to 

certain usergroups.

The status of feedback lets you track how your

company is going to deal with it.

You can change the status by opening an item of

feedback in the content pane, or with mass

actions in the filter pane.

Active statuses mean that your company is acting

on the feedback, or at least considering it.

Archived statuses mean that the feedback has

been deal with, either acted on or rejected.



The Publish App
The Publish app is where you manage the content you offer on your web portal.

• Knowledgebase articles are rich-text and can include images and attachments. A typical article might address 

a common user question or explain how to do something.

• News posts are designed for announcements.

• Downloads are files you want to make available to your users (such as electronic manuals, product brochures, 

or software).

• Glossary items are terms you want to define for users. When a glossary term is used in a knowledgebase 

article, the user can mouse over it to see the definition.

Knowledgebase

You can choose to make a category visible only to 

usergroups with certain permissions. In this example, all 

content within the “Secret Codes” category will be visible 

only to users from the“Power Users” and “VIPs” 

usergroups.

If you are viewing a ticket and decide that an article 

should be created, you can use the  button to 

create a pending article linked to that ticket:

 

To create a new article from

scratch, use the Create button in

the toolbar



By default a new article will be published right away. You can set its status as Draft – so it goes to the Pending section 

– or Unpublished.

Open an article in the content pane to change its status or category. An article that has been published can be set to 

Archived if it is out of date.

In the Properties tab of an article, you can set an automatic unpublish date. This is useful to make sure you review an 

article regularly.

News and Downloads

 Creating News and Downloads and arranging them into categories works 

much like creating news articles.

News posts are displayed on the portal in chronological order, rather than 

arranged by category. They have buttons to share them on social media.

Downloads are a single file with a rich-text description.

Glossary

When you add a glossary word, it will be defined for users the first time they appear in knowledgebase articles.



The Tasks App 
The Tasks app allows you to track and assign tasks for agents.

You can create a task from the   button in the toolbar.

You can also create a task from a ticket:

By default, a task you create is assigned to you, but you can assign it to

other agents.

Tasks can either be Public (visible to all) or Private (visible only to you

and the agent assigned the task).

Learning more about DeskPRO

We hope you found this quick overview of DeskPRO useful. There are a lot more features and configuration options 

than we could show you here.

Please check out our Support Center at support.deskpro.com for more information.

If you have any questions or need help, please email us at support@deskpro.com 
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Glossary

Admin: staff member within your company who has administrator access to configure and customize your helpdesk

Agent: staff member within your company who uses DeskPRO to provide help

Article: in the context of DeskPRO, an article refers to a piece of knowledgebase content

Assignment: a ticket can be assigned to an agent or a team to track who is dealing with that ticket

Chat: real-time instant messaging between agents and users; may be available to users from the web portal or integrated 

into a website

CRM: the app used for managing users and assigning them to organizations and usergroups; short for Customer 

Relationship Management

Downloads: useful files you provide to users through your web portal; e.g., software drivers or product manuals; 

maintained in the Publish app

Feedback: suggestions from users submitted through your web portal; e.g. a feature request or new product idea

Glossary: part of the Publish app used to maintain definitions of terms which are automatically displayed in 

knowledgebase articles

Knowledgebase: part of the web portal which contains rich-text help articles

News: part of the web portal which displays news posts chronologically; useful for product announcements

Organizations: used to track the company or other enterprise a user belongs to; you can assign users to organizations 

using the CRM app, or DeskPRO can automatically assign organizations based on user email addresses;

Permissions: settings which control what an agent or user can do with DeskPRO; your agent permissions are set by 

your admins and might, for example, prevent you deleting tickets; a user's permissions depend on their usergroup

Publish: the app used to maintain content for the web portal: knowledgebase articles, news posts, downloads and 

glossary entries

SLAs: short for Service Level Agreements; goals for dealing with tickets that your helpdesk aims to meet, e.g. that you 

must reply to a new ticket within 4 hours; shown in the Tickets app. 

Snippets: short pieces of text which you can quickly insert into messages to users; useful to save time entering standard 

greetings, phrases, “canned answers” etc..

Status: used to track who needs to act on a ticket next: awaiting agent means the helpdesk must do something related 

to that ticket; awaiting user means the helpdesk is waiting for the user to reply; resolved means the issue that ticket 

represents has been resolved

Tasks: an app used to track “to-do” items for agents

Teams: agents are grouped into teams to enable group ticket assignment

Ticket: represents a user question, problem or complaint; can be created automatically from incoming user email, or by 

a user from the web portal, or by an agent on a user's behalf

User: one of the people the helpdesk is trying to help

Usergroup: users belong to usergroups which determine what they are allowed to do and see when interacting with 

DeskPRO; created by admins, assigned with the CRM app

Web portal: the user-facing web interface of DeskPRO – can be integrated into your own website; help information on 

the portal is maintained using the Publish app
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