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Freshservice mobile app

Quick start guide

Congratulations!
You have taken the first step towards increasing agents’ performance and delighting your

employees by choosing to move to Freshservice mobile app.

Benefits of using the mobile app:

Manage your organizations’ IT needs at the touch of a button

Resolve incidents and requests, manage your laptops and phones, and access

company resources anywhere using the Freshservice mobile app

@ O Easily add track and manage your assets across the organization

9 Share your tickets with other agents, admins, or other requesters (mobile-only

feature)

Access multiple accounts from a single portable device

®

Get the App
Download the app from your app store. Here is the link for it:
Android:

iPhone:


https://play.google.com/store/apps/details?id=com.freshservice.helpdesk&hl=en_IN&gl=US
https://apps.apple.com/in/app/freshservice/id891265220

How to Login?

« Once you have downloaded the app, you will get a prompt to enter your domain ID
Helpdesk URL. (And if you don’t remember, the app will assist you in finding it).

« You can then log in via the login mechanism configured by your account administrator.

« Our SSO login makes it easier for you to sign in to all of your accounts quickly and
easily.

« If you juggle between multiple Freshservice accounts, you can add them all to one
app. Click on the settings button and then the profile and the bottom. Here you will

get an option to add more accounts and manage your accounts
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=+ Login to another account
Need help with your helpdesk URL?
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Search & Notifications

Global search support to look for assets, tickets, requesters, solution articles, service items

and much more.



Quickly view all your notifications. This section separately shows ‘Unread’ notifications and
‘All' notifications. Based on the type of notification, specific actions are suggested to the users

at the end of the notification.

App| ® Cancel Notifications
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Tickets Approvals Assets Changes

Albert Alexander assigned
e@ incident to you

Apple iPhone 11 Pro Max (64GB) Midnight...
Upgrade mobile request

Used By Department

3 Johnson Edward Design Albert Alexander assigned incident
@@ to you

Need Lightning cable for my iphone X...
Apple MWP22HN/A Wireless Airpods Pro

. Margaret Walsh requested
Used By Department
” $ an approval
Melissa Fumero Customer Support Need an iOS device for QA

{ © Reject ] [ @ Approve
QWERTY U I OFP
A S DFGH J K L Albert Alexander assigned incident
QQQQQQQQQ e@ to you

44 Z X CVBNM & Upgrade mobile request

123 space Return

Margaret Walsh requested an
approval
Need an iOS device for QA
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To-do Page

Once logged in you will be able to see the home page which is also called the To-do page. This
page shows all the items that are due for the agent. It also lists all the unassigned items. You
can click on any of the unassigned tickets to view its content as well as the promised SLA and
assign it to yourself as well. You can also change the ticket properties and view items that are
pending on any date. It also shows all the announcements that are made and agents can

dismiss it from their screen.

Click on the + icon to report an incident, raise a request for an item or to create a change.



Note: By default, the landing page for the app is the ‘To-do’ page. Agents can change the

landing page to the ‘Tickets’ page in the settings option.
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To-Do

No Items Due

08 Feb 2022 ¥

o 2 Items Overdue VIEW
& Announcement Dismiss
new asdf
25 months ago

Unassigned Tickets

Report Incident
=3 #INC 4480 custom Open

test api v2 ticket 65477123

by Testreq3 15 hrs ago Request Item

=3 #INC 4479 custom Open
Unable to connect to VPN Create Change

by ACME

=3 #SR 4477 custom Open
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Request for Jack : Microsoft Office 2013
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Tickets

Shows the list of tickets. Agents can customize the view from the drop-down options available
on top of the screen. Users can view the ticket, their status and the agent the ticket is assigned
to and also make changes to the status or agent without even opening the ticket. Users can

also filter & sort tickets on the go so that you can focus on Tickets that need your attention.

On clicking on a particular ticket in the list view, a detailed ticket page will open. From this
view agents can edit the ticket, modify ticket properties, respond to the ticket, close it, merge

the ticket with another ticket and execute scenario automations.



Agents can also subscribe to a ticket and whenever any changes are made to that ticket by
some other user, a push notification will be triggered. Click on the icon next to ticket ID to see

all the notes, tasks, changes and assets associated with the ticket.
Users can click on the + icon to either report an incident or request a service item.

One unique feature of the mobile app is that agents can share the ticket on mail, whatsapp,

and via other apps.

= Tickets - All unresolved tick... ~Q Q &,

Sort by: Date Created c > Filters SR-331920
Request for Richie Roberts : Adobe
indesign

Request for Richie Roberts : Adobe indesign Marley Herwitz reported Thu 09 Apr 7:00 PM

Requester Group
o Status Priority
a Johnson Edward Helpdesk Monitoring... Closed ® Medium
Approval Due by
OVERDUE Not Requested 03 months (05 Aug, 2020)

Internet is not working in my laptop even t...
EDIT PROPERTIES

Requester Group

O Metissa Fumero Database Team Details  Approvals  Child Tickets  Tasks

Requested items

Employee Onboarding Request from Nicol... Adobe Indesign CC
. Quantity: 1 « Stage: Requested

Requester Group
g: Melissa Fumero Database Team
Conversations
. o Garrett Cassin
Internet is not working in my laptop ev W Replied a minute ago

Hi Marle
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Changes
Shows the list of changes. Agents can filter the changes from the four options: Open, Planning,
Awaiting Approval and Pending Request.

The Change page is further divided into three tabs: Overview, Planning and Approvals.



« The Overview tab contains all the notes related to the change. Agents can also add
amaintenance window here and assign the change to themselves.

« The Planning tab contains all the planning section fields. Click on the pencil icon to add all
the planning details.

« The Approvals tab allows you to request for a CAB approval

Click on the icon next to the change ID to see all the notes, tasks, tickets and assets associated

with the change.

= New & My Open Changes Q Q

Implementing Slack for across organisation

Requester Group

3 Johnson Edward Helpdesk Monitoring...

Update Windows 10 in all organisation lap...

/ﬁk

9:41
o Acme Inc

CHN-12

Approval
Requested

Start date
Mon, 28 Oct 2020

Update Windows 10 in all laptops

Johnson Edward reported Thu 09 Apr 7:00 PM

Priority
® Medium

End date
Thu, 31 0ct 2020

Assets

@ Tickets Changes Inventory Mo)

Requester Group

Melissa Fumero Database Team

Update all organisation PCs with Windows...

Requester Group

Melissa Fumero Database Team

Implementing Slack for across organisation

Requester Group
$ Johnson Edward Helpdesk Monitoring®
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Description

The iPhone 11 Pro and iPhone 11 Pro Max are
smartphones designed, Shoot... view more

Attachments
Contract of retail apple.pdf
234 KB
Screenshot 2020-10-31.png
234 KB
Planning

k\@ Reason for Change //

Shows the list of assets. Agents can customize their view by selecting from the dropdown or by
searching for a particular group of assets. This will show assets of the selected type with some

basic information (which is customizable from the ‘Settings pane). Click on a particular asset



from the list to see a detailed view. The detailed view has two tabs: Details and Associations:
« The Details tab shows all the asset properties like cost warranty, location, etc.
« The Associations tab shows all the tickets or changes associated with the asset. Users can also

raise a ticket or change from this tab by clicking on the ‘Associate’ button.

On the Assets home page, agents can add more assets by clicking on the + icon. This gives the

agents two options to add a new asset: Add Asset and Scan Asset.

« The Add Asset option will open a form where agents can enter all the asset details and
properties.

« The Scan Asset option opens the scanner and the agents can scan a barcode, QR code, text

that has asset information to get and add all the asset details into the system.

Inventory Q) o o

All Asset Type - Apple iPhone 11 Pro Max (64GB)
Midnight Green

Apple iPhone 11 Pro Max (64GB) Midnight... The iPhone 11 Pro and iPhone 11 Pro Max are
smartphones designed, Shoot... view more

Used By Department
h Ed d Desi Asset type State
3 Johnson Edwar esion Mobile Devices In Stock
Location Managed By Cost Date of Expiry
America Melissa Fumero $174990.00 12 months (20 Aug, 2021)

. . Details Associations
Apple MWP22HN/A Wireless Airpods Pro

Used by
Used By Department
Melissa Fumero Customer Support , Johnson Edward

A dale.tyler@bosco.org

Location Managed By
Add Location @ Melissa Fumero

Managed by

Garrett Cassin
Bose SoundLink Around Ear Wireless Head... cassin.garrett@bosco.org
Used By Department Hardware
= . .
Q = U g S Product Apple iPhone 11 Pro Max

Home Tickets Changes Inventory More
\k // &d - J/




My Tasks

Shows the list of tasks for the agents.
Agents can customize the view to show
‘Open’, ‘In-progress;, or ‘Completed’ tasks
from the drop-down options available on

top of the screen.

Approvals Q) o

Pramoth Rajavel requested for Developme...
Its that time of the year, we all get a chance...
Get ready for all the fun that awaits us at re...
We have some Amazing news to share and...
Get ready for all the fun that awaits us at re...

Get ready for all the fun that awaits us at re...
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My Tasks Q) o

A
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In Progress

Providing network access to product man...

Linked to Group

SR-331920 Helpdesk Monitoring...

OVERDUE

Purchase licenses for Windows 10

Linked to Group

INC-420 Add Group

Providing network access to product man...

Linked to Group

INC-208 Database Team
Converge improvement on api/app/cor‘
linkad +n Crann
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Approvals

Shows the list of pending approvals.
Requesters and Agents can approve or
request an approval directly from the list
view. In case of an agent, clicking on the
approvals will take them to the change

request page.



Announcements
Shows the list of all announcements that

are added to the system.You can share

announcements with agents and end-users.

This is particularly helpful for bringing
teams up to speed with new releases and

posting downtime alerts.

(" \

Solutions Q Q
Default Category

All emails sent to kbase@sasus.freshservice.com will be stor..
General

Default solution category, feel free to edit or delete it

Automations

Freshservice automations

Incident Management

Change Management

Problem Management

Release Management

Asset Management

Service Catalog

Self Service

User management
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Announcements aQ Q

Get ready for all the fun that awaits us at re...

2

Its that time of the year, we all get a chance...

e

Get ready for all the fun that awaits us at re...

+3

We have some Amazing news to share and...

2

Get ready for all the fun that awaits us at re...

2

Get ready for all the fun that awaits us at re...
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Solutions

Users can browse their knowledge base at
the touch of a button. Solutions contains a
list of all the solution articles that are

categorized under a few major categories.



Requesters

Shows the list of all requesters present in the
system. Agents can customize the view from
the drop-down options available on top of

the screen.

Click on the + icon to add a new requester in

the system.

Requestors aj) o

All Requestors ol

Aarondonald Gellar
< ahmad.bergson@freshsworks.com
Title Mobile phone

Manager Product Des... 9876543210

Aaronandre Maker
ahmad.bergson@freshsworks.com

ﬂa:m

&

Aaronandre Maker

aaronandre.maker@freshservice.com

Title Work Location
System Administrator  New York City

Mobile phone Work phone
(414) 555-0132 4265

Details Tickets Raised Assets

Background information

The iPhone 11 Pro and iPhone 11 Pro Max are
smartphones designed, Shoot... view more

Basic information

Email aaronandre.maker@fresh...

Mobile phone (414) 555-0132

Language English, French

Sl

/

Title Mobile phone
Product Designer (414) 555-0132

2 Aanandini Kumari

E ahmad.bergson@freshsworks.com
Title Mobile phone
Member Technical S... Add Phone
ﬁ’ Ahmad Bergson

< ahmad.bergson@freshsworks.com

Title Mobile phone
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Clicking on a particular requester will
display an overview of the requester like
language, time zone, department, etc. It
also shows all the list of tickets associated
with the requester and assets assigned to

them.



Settings
Use the Account Preferences options to edit
account details and manage preferences in

case of multiple accounts.

A. Click on Notifications to manage various
notifications related to tickets, changes
and service requests.

B. Use the Landing Page option to switch
the landing page between To-do page
and Tickets page.

C. Click on Customize Ticket List option to
customize the ticket list view. Agents can
choose to add different fields that should
be visible in the list view, from the list of
fields.

D. Click on Customize Asset List option to
customize the asset list view. Agents can
choose to add different fields that should
be visible in the list view, from the list of
fields.

E. Click on the Support option to reach out

to us in case any support is required.

Notifications
Landing Page
Customize Ticket List

Customize Asset List
Help and Feedback

Support

About

X Settings

B2

ACME

awantika.jha@freshworks.com

Account Preferences
—o
Edit and manage account settings

To-Do

Reach us with your feedback and questions
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