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How to use this book
This guide walks you through Help Desk Support 360 — the standalone Osebo app for 
companies that want somewhere for their people to ask for help, and somewhere for a small 
team to answer. It is one of the Osebo 360 apps: a single product sold on its own, with its own 
signup and its own menu. You are not buying an HR platform with a help desk bolted to it.

Work through Part 1 once, in order, when you are setting up. After that you will live in Part 3, 
which is the day, and come back to Part 5 at the end of the week.

Every figure in this book comes from one real workspace — Kesse Logistics, code KES, on the 
Help Desk Support 360 plan. It has been used: 60 tickets across the whole lifecycle, 6 
categories, 1 queue, 4 agents on that queue, 16 people with a login, 5 SLA policies and one 
invitation still outstanding. Where this book quotes a number, that number is on the screen 
beside it.

The big picture — a desk in three moves
However your company asks for help today, this app does three things, and the menu is 
organised around them:

•  Set it up. Your categories, your queue, your business hours, the promises you make about 
response times, and how email reaches you. Part 1 — some of it is worth taking slowly, 
because your categories shape every report you will ever read.

•  Run the day. Somebody raises a request, an agent picks it up, replies, and closes it. Parts 
2 and 3 — the work that repeats.

•  Read the desk. How many, how fast, by whom, and whether the people you serve thought 
it was any good. Part 5.

The one idea to hold on to: a ticket is a conversation with a 
state
A ticket is not a row in a list. It is a thread — the original request, every reply, every internal 
note, every reassignment and every change of priority — with a status on the front of it saying 
where the conversation has got to. Nothing in the thread is editable after the fact and nothing 
is deleted. When a ticket is merged into another, both survive and the trail says which way the 
merge went.

On this workspace those 60 tickets sit as 34 closed, 11 resolved, 6 open, 5 in progress and 4 
waiting on the person who asked. That last state is the one people forget exists, and it is the 
difference between a desk that looks slow and a desk that is waiting for an answer.

  GOOD TO KNOW◆
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Resolved and closed are not the same thing. Resolved means the agent believes it is done; closed 
means it is finished and will not reopen on a reply. The gap between the two is where a requester 
gets to disagree, which is why the two figures are reported separately everywhere in this app.

What you actually pay for — and why a requester is free
This is the commercial idea, and it is the one most worth understanding before you invite 
anybody.

A seat is somebody who WORKS the desk: a Help Desk Administrator or a Support Agent. A 
Support Requester — somebody who only raises tickets and follows their own — costs nothing, 
and always will. That is deliberate: a desk is only useful if everybody in the company can reach 
it, and charging per person asking for help would make rolling it out a budget decision 
instead of an obvious one.

On Kesse Logistics that reads as 5 seats used against 4 being billed. The difference is one 
invitation that has been sent to an agent and not yet accepted: it is holding a seat so the seat 
cannot be given away twice, but it is not on the bill until somebody actually accepts it and 
starts work.

  IMPORTANT★

The seat is queue membership, not the role. When somebody stops working the desk, take them 
off the queue — stripping the role alone leaves you paying for them. Removing a person from 
People & seats does both, which is why that is the button to use.

Who can do what
Three roles ship with the app, and they are the only three:

•  Help Desk Administrator — runs the desk: settings, categories, queues, business hours, 
email, and every ticket.

•  Support Agent — works tickets: replies, assigns, changes priority and closes.

•  Support Requester — raises tickets and follows their own. Sees nobody else’s.

The role is chosen when you invite somebody, and can be changed afterwards from People & 
seats without removing and re-inviting them.

  WATCH OUT▲

You cannot change your own role, and you cannot remove or suspend yourself. The reason is the 
same in each case: the only role that can undo the mistake is the one you would be giving up. If 
you are the only administrator, the app will refuse to demote or suspend you at all — a workspace 
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whose every screen renders and whose every button refuses is worse than one that simply said 
no.

How to read a figure
Every screenshot in this book is annotated: an arrow points at the control being discussed, a 
label says what it is, and the caption underneath gives the real figures from that screen. 
Figures are numbered by part — Figure 3.4 is the fourth figure in Part 3.

What this app does not do
An honest manual says where the road ends. None of the following exists today, so do not go 
looking for it and do not promise it to anybody:

•  No customer-facing portal on your own domain. Requesters sign in to the same workspace 
as everybody else.

•  No telephony, no call logging and no chat. A ticket arrives by form or by email.

•  No asset register. This is not an IT asset management system and does not track what 
hardware anybody has.

•  No billing of tickets to a customer. Time on a ticket is not a chargeable quantity here — that 
is what the Client Work module does in the full platform.

•  No ticket deletion. Tickets are closed or merged; the trail survives.

•  No cross-workspace reporting. Each 360 workspace is its own company.
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Part 1  Setting up the desk
Categories, queues, hours, promises and email — done once, before you invite anybody

Step 1.  Read the dashboard before you change anything
The desk opens on its dashboard, and on a brand-new workspace it is honest about being 
empty. Read it once now so that the same screen means something to you later.

Do this now

1.  Sign in. The app opens on SUPPORT  Dashboard (→ /support-centre).

2.  Read the tiles across the top: how many are open, how many are unassigned, how many 
have breached, and what is waiting on somebody.

3.  Read the queue health panel underneath. On a new desk it is a row of zeros, which is 
correct.

4.  Leave the filters alone for now. They are covered in Part 5.
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Figure 1 — The desk dashboard for Kesse Logistics, on a Help Desk Support 360 plan with 12 days of trial left.

Step 2.  The workspace — your name, and who owns it
Workspace is the app’s own settings page: what your desk is called, who owns the account, 
and what happens to the subscription. It is the one screen in the app that is about the 
COMPANY rather than about tickets.

Do this now

1.  Open SUPPORT  Workspace→  (/app/workspace).
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2.  Check the workspace name. It is what your people see at the top of every page.

3.  Note the trial state and when it ends. Nothing stops working the moment it lapses — see 
Step 35.

4.  Leave ownership alone unless you are genuinely handing the company over.

Figure 2 — Workspace — the one screen about the company rather than about tickets.

Step 3.  Categories — the decision that shapes every report
A category is what a request is ABOUT. It is also the axis every report in Part 5 is grouped by, 
so the six you choose now are the six you will be reading about in six months. Choose few and 
broad rather than many and precise.

Do this now

1.  Open SUPPORT  Settings→   Categories (→ /support-centre/settings/categories).
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2.  Read the six on this workspace, in the order they appear: Laptops & devices, Access & 
accounts, Network & connectivity, Software & licences, Facilities, and Other.

3.  Add or rename to match how your company actually talks. Drag to reorder — the order 
here is the order a requester sees.

4.  Deactivate rather than delete anything you stop using. Old tickets keep their category.

Figure 3 — Six categories, in the display order somebody chose for them, with “Other” deliberately last.

  TIP✓

Keep an “Other” and watch it. If it becomes your biggest category, your list is wrong — people are 
not finding themselves in it. That is the single most useful thing the category report tells you.
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Step 4.  Custom fields on a category
A category can ask for more than a description. A laptop fault is more useful with a serial 
number on it; an access request is more useful with the system named.

Do this now

1.  From Categories, open one and choose Fields.

2.  Add the one or two things an agent always has to ask for anyway.

3.  Drag to reorder. Mark a field required only if a request is genuinely useless without it.

Figure 4 — Inside a category: the fields it asks for, and the approval steps that must clear before an agent may work it.

  WATCH OUT▲

Every required field is a reason somebody gives up and walks over to your desk instead. Two 
required fields is a form; six is an obstacle.
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Step 5.  Approvals on a category
Some requests should not be actioned on the agent’s say-so — new software that costs money, 
access to something sensitive. A category can require approval before work starts.

Do this now

1.  From Categories, open one and choose Approvals.

2.  Add the step and say who approves: a named person, or the requester’s line manager.

3.  Save. From now on a ticket in that category waits for a decision before an agent can work it.

4.  Approvers see what is waiting under SUPPORT  Approvals (→ /app/approvals).

  GOOD TO KNOW◆

An approval is a decision, not a message. It is recorded on the ticket with who decided and when, 
and it cannot be edited afterwards — the correction is another decision, not a rewrite.

Step 6.  Queues — where tickets land
A queue is a group of agents who share incoming work. A small desk needs exactly one, and 
this workspace has one: General support, with four agents on it.

Do this now

1.  Open SUPPORT  Settings→   Queues (→ /support-centre/settings/queues).

2.  Read the queue and its agents.

3.  Add a second queue only when two groups of people genuinely do not cover for each 
other. Two queues on a four-person desk make work disappear.

4.  Deactivate a queue rather than deleting it.
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Figure 5 — One queue, General support, with four agents on it. Queue membership is the seat.

  IMPORTANT★

Queue membership IS the seat. Adding somebody to a queue is the act that takes one, and it is 
checked against your plan at that moment. If you are at your ceiling the app refuses and tells you 
the number.

Step 7.  Business hours
Your promises about response time only make sense against the hours you actually work. A 
four-hour promise made at 4.55pm on a Friday should not breach at 8.55pm.

Do this now

1.  Open SUPPORT  Settings→   Business hours (→ /support-centre/settings/business-

hours).

2.  Set the days and times your desk is staffed, and your timezone.

3.  Save. Every SLA clock in the app now stops outside these hours.
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Figure 6 — Business hours. Every SLA clock in the app stops outside these, which is why this screen comes before the 
next one.

Step 8.  SLA policies — the promises
An SLA policy says how quickly you will first respond and how quickly you will resolve, by 
priority. This workspace has five.

Do this now

1.  Open Settings and find the SLA policies.

2.  Read the five and the priorities they attach to: urgent, high, medium and low all behave 
differently on this desk.

3.  Set targets you can actually keep. An SLA you breach every week teaches your desk to 
ignore the colour red.
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Figure 7 — Five SLA policies, one promise per priority.

  WATCH OUT▲

Changing a policy does not re-clock tickets already raised. They keep the promise that was in 
force when they arrived, which is the only honest way to report on whether you kept it.
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Step 9.  Email — letting people raise tickets without signing in
Most requests never get typed into a form. They arrive as an email to a support address, and 
this is where that address is connected.

Do this now

1.  Open SUPPORT  Settings→   Email (→ /support-centre/settings/email).

2.  Add your sending domain and verify it. Until it is verified, mail from the desk will be filtered 
by the recipient, not by you.

3.  Point a queue at an inbound address.

4.  Send a test from outside the company and watch it arrive under Inbound emails.
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Figure 8 — Email. The sending domain must be verified here before you tell anybody the address.

  WATCH OUT▲

Verify the domain before you tell anybody the address. Unverified mail is the single most 
common reason a desk’s replies end up in a junk folder and the desk gets blamed for not 
answering.
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Step 10.  Canned responses
The same answer typed four hundred times is four hundred chances to type it differently. A 
canned response is a reply you keep.

Do this now

1.  Open SUPPORT  Canned responses→  (/support-centre/canned-responses).

2.  Write the five you already know you need — password reset, VPN, printer, new starter, and 
“we need more detail”.

3.  On a ticket, pick one from the reply box and edit before sending. It is a starting point, not a 
robot.

Figure 9 — Canned responses — empty on this workspace, which is the state most desks start in and few should stay in.
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Part 2  Your people and your seats
Who is on the desk, who may ask, and what each of them costs

Step 11.  People & seats
One screen holds everybody in the workspace, what they may do, and what you are paying 
for.

Do this now

1.  Open SUPPORT  People & seats→  (/app/people).

2.  Read the seat figures at the top: 5 used, 4 billed. The difference is the outstanding 
invitation.

3.  Read the list. 16 people have a login here; only the four on the queue cost anything.

4.  Read the invitations table underneath — who has been asked, and whether they have 
accepted.
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Figure 10 — People & seats: 16 people hold a login, 5 seats are in use and 4 are billed. The difference is one 
invitation that has been sent and not yet accepted.

Step 12.  Invite somebody
Everybody arrives the same way: by invitation, with a role chosen at that moment.

Do this now

1.  Press Invite and give an email address.

2.  Choose the role. Administrator and Agent take a seat; Requester does not.
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3.  Send. They get a link, choose their own password, and land in the workspace.

4.  If they have not accepted, use Resend. If they never will, Revoke — that gives the seat 
straight back.

Figure 11 — Inviting somebody. The role is chosen here, and it decides whether a seat is spent: Administrator and 
Agent cost one, Requester never does.

  GOOD TO KNOW◆

Nobody is ever given a password by somebody else. The invitation link lets a person set their 
own, which means no administrator ever knows it and no password has to be communicated.

Step 13.  Change what somebody may do
People move. An agent becomes the person who runs the desk; somebody leaves the team 
but stays in the company.

Do this now

1.  On People & seats, press Edit on their row.

2.  Correct their name, or move them to a different role.
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3.  Save. Moving somebody INTO Agent or Administrator seats them on the desk; moving 
them out releases the seat.

Figure 12 — Editing a person. The role can be changed without removing and re-inviting them; the email address 
cannot, because it is how they sign in.

  WATCH OUT▲

Their email address is not editable here, and that is deliberate rather than missing. It is how they 
sign in, so changing it from an admin screen would move an account to an address its holder may 
not control.

Step 14.  Suspend, and remove
Two different things, for two different situations, and the difference is money.

Do this now

1.  Suspend somebody who is coming back — extended leave, or under investigation. They 
cannot sign in; they keep their role and their place; and their seat is still in use.
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2.  Remove somebody who has left. Every role is stripped, the account is closed, and the seat 
comes back.

3.  Everything either of them ever wrote stays exactly where it is, on every ticket.

Figure 13 — Suspending somebody. The confirmation says plainly that the seat stays in use — suspension is for 
somebody coming back, removal is for somebody who has gone.

  IMPORTANT★

Suspension holds the seat, and the confirmation says so. If somebody has gone for good, remove 
them — suspending your way through a departure is how a desk of four ends up paying for seven.
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Part 3  Running the day
Raise it, pick it up, answer it, finish it

Step 15.  Raise a request
This is the screen most of your company will ever see, and most of them will only ever see this 
one.

Do this now

1.  Open SUPPORT  My requests→  (/app/tickets).

2.  Press New request.

3.  Pick a category. Any custom fields on it appear as you choose.

4.  Describe the problem and send. You now have a number and a thread.

Figure 14 — Raising a request. The category is chosen first, because any custom fields on it appear as you choose.
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Figure 15 — The same workspace seen by a Support Requester: their own requests, and nobody else’s.

Step 16.  The agent’s view of the day
An agent opens the dashboard and needs to know what is theirs, what is nobody’s, and what 
is about to go wrong.

Do this now

1.  Open the Dashboard.

2.  Read unassigned first — a ticket nobody owns is the only genuinely urgent state on a desk.

3.  Read breached and approaching next.

4.  Then open Assigned to me (/support-centre/assigned).
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Figure 16 — Assigned to me — an agent’s own queue.

  TIP✓

Work unassigned before you work your own. A ticket in your name is somebody’s problem being 
handled; a ticket in nobody’s name is somebody’s problem being ignored, and it is the one the 
requester is currently telling their colleagues about.

Step 17.  Work a ticket
Everything about one request is on one page: the thread, the state, and every action.

Do this now

1.  Open a ticket from the dashboard or a queue.

2.  Read the thread from the top. The original request is the first entry and cannot be edited by 
anybody.

3.  Use Assign to take it, or to hand it to the right person.

4.  Change priority if the requester undersold it — most people do.
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Figure 17 — The ticket queue, with the bulk actions an agent works a morning through: Take, Assign to…, Change 
priority, Resolve and Close.

Step 18.  Reply, and the note nobody outside sees
Two ways to write on a ticket, and confusing them is the mistake that gets a desk into trouble.

Do this now

1.  Reply goes to the requester. They are notified and it appears in their thread.

2.  Internal note does not. It is for the desk — what you have tried, who you are waiting on, 
what you suspect.

3.  Attach a canned response into the reply box and edit it before sending.
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Figure 18 — One ticket. The whole thread is here — the original request, every reply, every internal note — and nothing 
in it can be edited after the fact.

  WATCH OUT▲

Read the label above the box before you type. An internal note written as a reply is a message 
your colleague expected to be private arriving in a requester’s inbox, and there is no unsend.

Step 19.  Waiting on somebody
Half of a desk’s apparent slowness is time spent waiting for an answer nobody chased.

Do this now

1.  When you have asked the requester something, set the status to Pending employee.

2.  The SLA clock stops. The ticket stops counting against you and starts counting against the 
question.

3.  On this workspace, 4 of the 60 tickets are in exactly that state.
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Step 20.  Consult a colleague
Bringing somebody in without handing the ticket over.

Do this now

1.  Use Consult on the ticket and name the colleague.

2.  They can read and comment; the ticket stays assigned to you.

3.  Use this instead of reassigning when you want an opinion rather than a handover.

Step 21.  Merge duplicates
Three people report the same outage. One ticket should carry the answer.

Do this now

1.  Open the duplicate and choose Merge.

2.  Name the ticket it belongs to.

3.  Both remain, linked, and everybody who asked gets the answer.

  GOOD TO KNOW◆

Nothing is deleted by a merge, in either direction. The duplicate keeps its number and its 
requester, so the person who raised it can still find what happened to their question.

Step 22.  Resolve, and close
Two steps on purpose.

Do this now

1.  Resolve when you believe it is done. The requester is told and gets the chance to 
disagree.

2.  Close when it is finished. On this workspace 11 are resolved and 34 are closed.

3.  A reply on a resolved ticket brings it back. A reply on a closed one starts a new 
conversation.
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Part 4  The knowledge base
Answering the question once

Step 23.  Read what is there
Every desk answers the same ten questions for ever. The knowledge base is where the tenth 
answer stops being retyped.

Do this now

1.  Open SUPPORT  Knowledge→  (/support-centre/knowledge).

2.  Search for something you answered twice last week.

3.  If it is not there, that is the article to write next.

Figure 19 — The knowledge base. An empty search here is the article you should write next.

Step 24.  Write an article from a ticket
The best articles are written the moment a good answer has just been given, because that is 
the only moment somebody knows the whole answer.
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Do this now

1.  Finish the ticket properly first.

2.  Open Knowledge and write the article from the reply you just sent.

3.  Link it in your next reply on the same subject rather than retyping.
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Part 5  Reading the desk
How many, how fast, by whom, and whether it was any good

Step 25.  The reports centre
Everything the desk knows about itself, in one place.

Do this now

1.  Open SUPPORT  Reports→  (/support-centre/reports).

2.  Read the four: volume, agents, SLA and satisfaction.

3.  Set the date range once at the top — every report obeys it.
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Figure 20 — The reports centre: Overview, Service levels, Agents, Satisfaction and Volume & trends, all obeying one 
date range.

Step 26.  Volume
How much work arrived, and what it was about.

Do this now

1.  Open Volume (/support-centre/reports/volume).

2.  Read the split by category. Over the default 30 days this workspace raised 47 tickets, 14 of 
them about Laptops & devices.
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3.  Read the split by priority — 20 medium, 13 high, 10 low and 4 urgent over that window.

4.  Widen the range if you want the lot. All 60 tickets ever raised here break down as 24 
medium, 18 high, 12 low and 6 urgent.

5.  Watch the trend rather than the total. A week is noise; a month is a shape.

Figure 21 — Volume & trends over the last 30 days — 47 tickets raised, most about Laptops & devices (14), busiest on 
a Friday. By priority that is 20 medium, 13 high, 10 low and 4 urgent; by channel, 41 raised in the app against 6 by 

email.

  WATCH OUT▲
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Check which window you are reading before you quote a figure at anybody. This report opens on 
the last 30 days, so its totals are smaller than the workspace’s lifetime totals and both are correct — 
the mistake is putting one number next to the other and calling it a discrepancy.

Step 27.  Agents
Who is carrying what.

Do this now

1.  Open Agents (/support-centre/reports/agents).

2.  Read tickets handled and resolution times across the four agents on this desk.
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Figure 22 — The agents report. Read it as workload, not as a league table.

  WATCH OUT▲

This is a workload report, not a league table. An agent with a low count may be carrying the hard 
ones, and ranking people by ticket volume is how a desk learns to close things quickly rather than 
properly.
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Step 28.  SLA
Whether you kept the promises in Step 8.

Do this now

1.  Open SLA (/support-centre/reports/sla).

2.  Read first-response and resolution attainment.

3.  Read breaches by category. A single category breaching repeatedly is usually a staffing or 
a knowledge problem, not an effort problem.
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Figure 23 — Service levels — whether the promises made on the SLA screen were kept, and which categories break 
them.

Step 29.  Satisfaction
What the people you serve actually thought.

Do this now

1.  Open Satisfaction (/support-centre/reports/satisfaction).

2.  Read the ratings, and read the comments underneath them.
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Figure 24 — Satisfaction. Read the comments underneath the scores, not just the scores.

  TIP✓

Read every comment, even when the score is good. The score tells you the temperature; the 
comment tells you why — and a five with “took three days but was worth it” is a staffing fact hiding 
inside a compliment.

Step 30.  Analytics, and exporting
When you need the numbers somewhere else.

Do this now

1.  Open Analytics (/support-centre/analytics) for the longer view.

2.  Use Export on any report to take it away as a file.
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Figure 25 — Live analytics, for the longer view behind the reports.
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Part 6  Arc, your assistant
Asking the desk a question in words

Step 31.  What Arc can answer here
Arc comes with the app rather than as an extra. It answers from the records and reports you 
can already see, and it only ever sees what you can see.

Do this now

1.  Press Ask Arc, bottom right of any page.

2.  Try: “What data is missing from our records?”

3.  Try: “How many tickets are in each category?”

4.  Read the citation under the answer. It names the query or report the figure came from.

Figure 26 — Arc, opened on the desk. Every answer carries a citation naming the query or report the figure came 
from.

  IMPORTANT★
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Arc never sees more than you do. Every question is answered inside your own permissions, so an 
agent asking about tickets gets agent answers, and a requester gets their own.

Step 32.  What it will not do
Arc reads and advises. It does not close your tickets, reply to your requesters or change your 
settings. Where it can prepare something, it prepares a draft and a person presses Apply — the 
record is untouched until they do.
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Part 7  What it costs
Seats, the trial, and what happens when the money stops

Step 33.  Seats and the bill
You are billed for the people working the desk — the agents and administrators — and for 
nobody else.

Do this now

1.  Open SUBSCRIPTION  Billing→ .

2.  Read the seat count. It is the same number People & seats shows you, computed the same 
way.

3.  Read the receipts. Every charge is here.
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Figure 27 — Billing. The seat figure here and the one on People & seats are not two counts that agree — they are one 
count, asked twice.

  GOOD TO KNOW◆

The seat figure on the billing page and the one on People & seats are not two counts that happen 
to agree — they are one count, asked twice. That is deliberate: the most common billing complaint 
in any seat-priced product is two screens disagreeing about how many people there are.
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Step 34.  Adding seats mid-month
You hire an agent on the fifteenth. You are not charged a whole month for half of one.

Do this now

1.  Seat them as usual.

2.  The app works out what is owed for the rest of the period and offers it as one payment.

3.  Your next invoice returns to the ordinary rate.

Figure 28 — Changing the plan. Adding an agent mid-month is charged for the rest of the period only.
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Step 35.  The trial, and lapsing
The app is honest about the end of the road rather than switching off in the night.

Do this now

1.  During the trial, everything works.

2.  When it lapses, the desk becomes read-only: every screen still opens, every ticket is still 
readable, and nothing can be written.

3.  Pay and it all comes back, exactly as it was.

  IMPORTANT★

Read-only refuses by method, not by screen. That means every way of writing is closed at once — 
including ones added to the product after your trial ended — rather than a list somebody has to 
remember to keep up to date.
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Plain-language glossary
Agent — somebody who works tickets. Costs a seat.

Breach — a ticket that missed the promise made by its SLA policy.

Canned response — a saved reply, used as a starting point.

Category — what a request is about. The axis every report groups by.

Closed — finished. A reply starts a new conversation.

Consult — bringing a colleague in without handing the ticket over.

Internal note — writing on a ticket that the requester never sees.

Merge — joining a duplicate to the ticket that carries the answer. Both survive.

Pending employee — waiting on the person who asked. The SLA clock stops.

Queue — a group of agents sharing incoming work. Membership is the seat.

Requester — somebody who raises tickets and follows their own. Free, for ever.

Resolved — the agent believes it is done, and the requester may disagree.

Seat — one person working the desk, and the unit you are billed in.

SLA policy — the promise about response and resolution time, by priority.
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Setting up the desk — the ten-point checklist
Work down this list once. Everything above it is explanation.

1.  Name the workspace (Step 2).

2.  Decide your categories — few and broad (Step 3).

3.  Add custom fields only where an agent always asks anyway (Step 4).

4.  Set approvals on the categories that spend money or grant access (Step 5).

5.  Create one queue (Step 6).

6.  Set business hours before any SLA (Step 7).

7.  Write SLA policies you can keep (Step 8).

8.  Verify your email domain before telling anybody the address (Step 9).

9.  Write your first five canned responses (Step 10).

10.  Invite your agents, then everybody else as requesters (Step 12).
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The routine

Every morning
•  Unassigned first. Then breached. Then your own.

•  Anything in Pending employee for more than two days — chase it or close it.

Every week
•  Read Volume and look at “Other”. If it is growing, your categories are wrong.

•  Read SLA breaches by category.

•  Write one knowledge article from the best answer anybody gave.

Every month
•  Read Satisfaction, including every comment.

•  Read People & seats. Anybody suspended who has actually left should be removed.

•  Check the seat count against the bill.
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Where to go next
If your company later needs payroll, leave, attendance or accounting, the same login grows 
into the full Osebo platform and your desk comes with it — the tickets, the categories, the 
history and the knowledge base stay exactly where they are. Nothing in this book has to be 
unlearned.

And if what you actually need next is to know who was at work, that is a different 360 app with 
its own book: The Osebo Time & Attendance 360 Book.
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