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COMMERCIAL STATEMENT
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HELPDESK & SUPPORT
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» Contact telephone number: 0370 626 0400 (then press option 1)
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INTRODUCTION

Aimed at Systems Administrators the Help Desk Task Guide talks you through all aspects of the Timegate
Employee Portal self-service provision. You will learn what the different Help Desk Task are, how to configure
them, how Employee Portal users interact with them and how recipients of raised tasks go about actioning them.
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WHAT IS A HELP DESK TASK?

A help desk task is a message that is triggered by an employee related action. The task details the employee’s
wants and needs. Many can be triggered from actions within the Employee Portal, via Clock-in.com or manually
created on an employees behalf. When a help desk task is raised, it is based upon a help desk task type. Each
help desk task type is defined and an escalation group is assigned to it, thus ensuring messages are sent to the
appropriate people within your organisation.
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WHAT ARE THE DIFFERENT HELP DESK TASKS?

The following are the different help desk tasks within the Timegate Employee Portal:
* Duty Related Tasks
e Duty Queries
e Duty Give Aways
e Duty Pick Ups
e Duty Swaps
* Detail Tasks
 Diary Tasks
e Document Tasks
» Holiday / Annual Leave Tasks
e Message Tasks
e View News Tasks

e Reporting Tasks
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SETTING UP HELP DESK TASKS

To create a help desk task type:
* Open Admin | Engagement | Help Desk Task Types
* Select Add
» From the dialog box, select the New Task Type you wish to create
e Complete the task details (these will differ from type to type) including the escalation group(s)

* Select Save and Close
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The set up process for an Engagement Help Desk Task involves:
e Setting Up Portal Function Roles
e Setting Up Tasks in Portal Function Roles

e Setting Up the Help Desk Task Type

Setting Up Portal Function Roles

 Select Admin | Engagement| Function Role to open the Portal Function Roles screen:

T megate Planv  Monitor¥  Managev  Analyse v

(© Back wfm Adc

Portal Function Roles

Search Q,
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Name Descniption Default Secur

* The first time you set up an Engagement Help Desk Task, it will be necessary to add a new Employee
Portal Function Role. To do this, select Add. the following screen opens:

TI megate Plany Monitory Manz

v Employee Portal Function Role
Name*
Description

Default Security Access None v

e Enter a Name e.g. Employee Portal User

e Enter a Descriptione.g. Employee Portal User - Full Access

» Select the Default Security Access e.g. Full (from None, Allow and Full)
* Once completed, select Save

Setting Up Tasks in Portal Function Roles
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Select Admin | Engagement| Function Role to open the Portal Function Roles screen:

Ti megate Planv  Monitor¥ Managev  Analysev  SetU

:"_:-':- Back + =00
Portal Function Roles

Search Q,

Select your Portal Function Role e.g. Employee Portal User

T| megate Planv  Monitor v Managev  Analysev SetUpw  Adminv

® Back [@save W Delete

v Employee Portal Function Role

Marmne® Employee Portal User
Description Employee Portal User - Full Acces:
Default Security Access Full w

Security Items
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In the Employee Portal Function Role screen, you will see several icons:

>

expands the selection and gives you more options

. o

removes visibility of the chosen option from the Employee Portal

gives visibility of the chosen option in the Employee Portal

-

allows the user to edit the chosen option in the Employee Portal

In the Security items, use > icon to navigate to the various item(s) you wish to set the level of security for.
Once the you can the item, select the appropriate level of security, be that visible, invisible or editable.

Setting Up the Help Desk Task Type

After setting up the Employee Portal Function Roles, you now need to set up which Task Types. To do this:
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e Open Admin | Engagement | Help Desk Task Types:

Tlmegate Plany  Monitor¥ Managev Analysev SetUpv Admin¥  New @

@I Back +.—.::E

Help Desk - Task Types

Search Q
Name Description Type Area Portal Fea
i o v
& ) v
o A v

You can see the list of Help Desk - Task Types:
* The first column is the Employee Portal icon
* Name
e Description,
* Type
* Area
» Portal- if active in the Employee Portal
» Featured - if set as a separate Icon, additional to the pre-sets)
e Select Add

* From the dialog box, select the New Task Type you wish to create. the task will show. In this example, it is
a Uniform Request Task:

Monitor « g Set U v Al rmin Q. ¢ -

Timegate Availability
- 0 adkd in Temegate i

» Complete the task details by entering a Name, Description, optional Help Text, the Branches that can
access Duty Swaps, the Statuses (work-flow) and any escalation group(s) as required. You can also set
the language and may have an option to change the icon

e Once completed, select either Save or Save and Close
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Follow these steps to enable Duty Give Away functionality:

Set Duty Give Away option to visible in Function Roles for the function role

* Select Admin | Engagement| Function Role to open the Portal Function Roles screen:

T| megate Planv  Monitor¥ Managev  Analysev  SetU

i‘(-': Back + =00
Portal Function Roles

Search C,

» Select the role from your list (in this example, Employee Portal User) to open the Employee Portal
Function Role screen:

TlmE'gate Plan v Monitor v
@ Back [[] Save g Delete

v Employee Portal Function Role
Mame® Employee Portal User
Description Employee Portal User - Full .

Default Security Access Full

Security Items

8
O e
%,
W

1
fl
! r:-
b
] [
|
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* To enable the Duty Give Away item, navigate through the function roles by selecting Diary, then Duty
View and finally Duty Give Away option as shown:
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.nmegate Plan = Manitor » Manage v AI'I;—]':;SE! v SetUpw Admin = MNew @

© Back [ save T Delete

v Employee Portal Function Role

MName® Employee Portal User
Description Employee Portal User - Full Acces:
Default Secunty Access Full w

Security Items

& @ F & @ 5 & @ 7
Diary ®® 0> . e QO @ .
OO @ £ Vie D0 ® C
- L ) -
- > O} -
L ] ®

» ® O}

» Ensure that Duty Give Away option is selected:

Duty Give Away option ) e

 Select Save before exiting the screen to save your changes

Set up the Duty Give Away help desk task type

¢ Open Admin | Engagement | Help Desk Task Types:

Planv  Monitor v Managev  Analysevy SetUpw Adminv New @

Help Desk - Task Types

Search Q,
Name Description Type Area Portal Fea
iz & v
o ' L
o a v

¢ Select Add

» From the dialog box, select the New Task Type- in this case DUTYGIVEAWAY. The following Duty Give
Away Task screen loads:
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© Back [Msave and Close [M] Save
DUTYGIVEAWAY Task Escalation
Type DUTYGIVEAWAY Define Escalation Group @
Name* Duty Give Away Tier 1 Escalation Group HR -
Duty Give Away . .
Description* Diary Event Markers ®
Task Creation v
Task Completed hd
Your are required to work the shift unless a fellow S
Help Text employee has taken the shift and the change has been FESis
approved. g
Branches Q,
Status Started, In Progress, Approved, Cancelled Q,

e Complete the task details by entering a Name, Description, optional Help Text, the Branches that can
access Duty Give Away, the Statuses and any escalation group(s) as required

e Once completed, select Save or Save and Close

Set up the Duty Pick Up help desk task type

e Open Admin | Engagement | Help Desk Task Types:

Tlmegate Plany  Monitor¥ Managev Analysev SetUpv Admin¥  New @
@I Back +.—.::E

Help Desk - Task Types

Search Q
\a Description Type Area Portal Feal
Name escription y Ar rtal Fea
i o v
& ) v
o a v

» Select Add
* From the dialog box, select the New Task Type- in this case DUTYPICKUP. The Duty Pick Up Task loads

» Complete the task details by entering a Name, Description, optional Help Text, the Branches that can
access Duty Pick Up, the Statuses and any escalation group(s) as required

* Once completed, select Save or Save and Close
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Follow these steps to enable Duty Swap functionality:

Set Duty Swap option to visible in Function Roles for the function role

* Select Admin | Engagement| Function Role to open the Portal Function Roles screen:

T| megate Planv  Monitor¥ Managev  Analysev  SetU

Portal Function Roles

Search Q,

» Select the role from your list (in this example, Employee Portal User) to open the Employee Portal
Function Role screen:

Tlmegate Plan v Monitor v

'@;E:.'. E]:.*: i:::'.:
v Employee Portal Function Role
Mame® Employee Portal User
Description Employee Portal User - Full .

Default Security Access Full

Security Items

[}
D e
® %,
W

=] A
1
!
! r;.
|
| . | [
] )

W

Messaoes

* To enable the Duty Swap item, navigate through the function roles by selecting Diary, then Duty View and
finally Duty Swap option as shown:
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Ti megate Planv  Monitor¥  Managev Analysey SetUpv Adminw  New @

-

T

) Back [M] Save | Delete

&

v Employee Portal Function Role

MName* Employee Portal User
Description Employee Portal User - Full Access
Default Security Access Full b

Security Items

%@ S @%@ F
Empiloyee Deta OO0 ®@®»> OO0 @
Reports [ONORCR =
0
® >
) E )
A & O Sear e O O]
]

e Ensure that Duty Swap option is selected:

Duty Swap option L m

» Select Save before exiting the screen to save your changes

Set up the Duty Swap help desk task type

* Open Admin | Engagement | Help Desk Task Types:

Planv  Monitor v Managev  Analysey SetUpw Adminv

@55:< Add
Help Desk - Task Types

Search Q
MName Description Type Area Portal Fea
= [ v
ok L’.l L
& a v

* Select Add

e From the dialog box, select the New Task Type- in this case DUTYSWAP. The following Duty Swap Task
screen loads:
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Back [ Refresh Save and Close Save (§ P Languages W Delete
[ guages

Duty Swap Task Escalation

Language  English (en-GB) Define Escalation Group @ ]
Type DUTYSWAP Tier 1 Escalation Group

Name* Duty Swap Tier 2 Escalation Group Enabled @ ]

Tier 2 Escalation Group
Duty Swap
Description™

P Diary Event Markers ®

- - Task Creation " v
Before swapping a shift: Please speak to your colleagues ~ . i
Help Text  |and identify the potential swap as you will need their Task Completed ¥ - 2
details | o Task Rejected ~ Ely L : =5 e ] 2
Branches Q,
Status Started, In Progress, Cancelled, APPROVED, Com... Q

e Complete the task details by entering a Name, Description, optional Help Text, the Branches that can
access Duty Swaps, the Statuses and any escalation group(s) as required

e Once completed, select Save and Close
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When creating help desk task types, there are two fields that you should pay particular attention to:
» Available to add in Timegate
e Function Role

The Available to Add in Timegate setting helps to improve the security and access for users. It enables them to
only see what is relevant for their role and responsibility when raising help-desk tasks e.g. a grievance can be
raised at an area manager level but not at a junior manager.

When selected, zero, one or more Function Roles can be selected (using the Function Roles setting), enabling
those allocated that Function Role to see the Help Desk Task.

If the Available to Add in Timegate switch is selected but no Function Role selected, all users will be able to
see and use the task.
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Firstly, you need to set up an escalation group (or multiple escalation groups) that will be assigned to the help
desk task type (Please see How do | set up an escalation group?) Once set up:

¢ Open Admin | Engagement | Help Desk Task Types

e Select the help desk task type that you wish to add the escalation group to

» Select the Tier 1 Escalation Group

* If you wish to add a secondary escalation group, Select Tier 1 Escalation Group Enabled
e Select the Tier 2 Escalation Group

* Select Save and Close
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USING HELP DESK TASKS IN THE EMPLOYEE PORTAL

You raise engagement help desk tasks from within the Employee Portal. When you undertake activities such as
requesting holiday, updating your personal details, creating messages, asking for new uniform and a variety of
other activities, this is done automatically by a task. This section explains how you can do various activities in

the Employee Portal.

Accessing Details

You can update your personal details by selecting Details on the Employee Portal home screen:

Welcome to the Employee Portal

v =
E
Details I Holiday Documents

Reports Messages News Duty Query
Quick Links
Google
Google

Updating / Editing Details

In the personal details screen you can edit any field that has the edit symbol . If you don’t see the edit symbol,
this has been removed as a function.
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When you edit a field, you will be given instructions on what is needed (i.e. if you need to upload a photograph,
what the style of photograph is)
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Details / Update Name

To change your name we require a proof, please ensure you upload a
document that show the official name change.

First Name
Middle Name

Last MName

Change Date

23/09/2021

Comments

Please attach a file detailing the proof of your
name change.

Choose a file Browse

Uploading a Document
You may also be asked to upload documents (i.e. photographs or supporting evidence.)

To upload a file select Browse

Browse

When prompted, select your file as shown and then select Open
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<

- v » ThisPC » Documents » Fum [¥] Search Test

Organise « Mew folder A= i | 9

T L ~  Name Status Date modified Type ¢
g W .

01/07/2021 10:57 JPG File
19/08/2027 14:21 Microsoft Word Docum...

@ 12/08/2021 10:13 Micrasoft Word Docum..

@ OneDrive - Teamn ¢

BIE®
a w
oo

= This PC

# 30 Objects
Bl Desktop

= Documents
4 Downloads
b Music

| Pictures
B videos
& Windows (C:)

"ull Fonem

LAl

File name: ~ | Al files

Open Cancel

Once your edit is saved you will be informed that it has been successfully submitted. You will be notified of
change in status via your message module in the Employee Portal and via email. The change needs to be
approved. Once approved, it will be automatically updated for you.
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Accessing Diary

You can manage your diary by selecting Diary on the Employee Portal home screen:

Details Holiday Documents
Reports Messages News Duty Query
Quick Links
Google
Google
Diary View

The Diary View shows your schedule and diary events:
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Select to mark day =-ioct fnan fisdul Select to search for

i chifts/duties that have 1 s
available forwork e e T | any open shifts/duties

= | ic

Diary _
a Available ] confim Al ﬂ Work Search CEETIEm—————
| toyourTimegate
e Questions - | schedule
administrator
g/07/202 o :
< 19/07/2021 > Enter date / scroll
through dates
19 (backwards and
Mon forwards)
(000T)
Tue 0830 to Tue 1730
Wed
D00T)
Thu 0830 to Thu 17-30
(000T)
Sat 08:30 to Sat 1730
(000T)
Sun 0800 to Sun 17:00
Sun
Available

When Available is selected, the following Diary / Available to Work screen is displayed:
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i o 6w & B

Diary / Available to Work Diary
Avallable ﬂ Work Search . Questions
Please select the dates when you are available to work +
Start Date
= € | 25/07/2021 >
26/07/2021 00 v | 00 v
26 OPS Available to Work
Finish Date it Mon 00:00 to Mon 23.59
26/07/2021 23 v | 58 w ok - Wsterteovite (0007)
Tue 0830 to Tue 17:30
SUBMIT
L seewr 28

Wed
29 Bachs  Watercovee (0007)

Thu 0830 1o Thu 17:30

Thu

30
Fri
31 sy Walerioosdie (0007)
i Sat 17:30 to Sun 02:30
01

Sun

Select a Start Date (and time) and a Finish Date (and time). Once completed, select Submit. Your availability
will display on your schedule in the Employee Portal. Your availability is visible for those searching to fill Open
Duties in Timegate.

Confirm All

When Confirm All is selected, all duties that have been allocated to you, that haven’t been previously been
confirmed are confirmed. You can also do it individually in each duty. After Confirm All has been selected, the
option is no longer available on the screen.

Work Search

When selected, Work Search enable you to search for open duties:
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Diary / Work Search

Please tell us the dates and times you are available to work
Start Date

08/08/2021 OC » | 0OC v

Finish Date

08/08/2021 = 23 v

tn
L
£

Distance

30 Miles v

To undertake a search for work:
» Select a Start Date (and time) and a Finish Date (and time).
* Select the Distance you are willing to travel
e Select Submit.

Any available duties are shown:

Diary / Work Search / Results

8 August
Duty
aite
Start

06/08/2021 08200

Finish
080620211700

REQUEST

For those items that you wish to apply for, select Request. You will then be presented with the details of the
duty:
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Diary / Work Search / Work Request

Duty

Customer
Site

Address

Slot

Shift Duration
Start

Finish
Distance

Comments

08/08/2021 17:00

Unknown

SUBMIT

If required, add any Comments before accepting the request.

Select Submit to be considered for the duty.

A message informing you of your successful submission is shown. The duty will then be sent for approval in
Timegate. You will receive a message and an email when completed. If approved, it will appear in the Employee
Portal, where you will be able to confirm the duty.

Questions

To raise a duty query (question about a query), select Questions. From here:

» Enter your question / query

¢ Select Save

You will then receive a message and email when your query has been actioned or answered.
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Accessing Holiday

You can manage your holiday / annual leave by selecting Holiday on the Employee Portal home screen:

Welcome to the Employee Portal

Q¢
2000

Details

Reports Messages News Duty Query
Quick Links
Google
Google

Holiday Screen

In the Holiday Screen, you will see your holiday entitlement and holiday dates, shown as both a graphic and in a
detailed list. This includes Approved, Requested and Remaining holiday. You can view holiday for both This
Year and Next Year. When viewing This Year and Next Yearyou can view the Date of the holiday, the

Requested date, and Status.

28 - Timegate Help Desk Task Guide



Holiday (@) o Selecttoviewkeyfor

Holiday graphic
e heoliday graphic

{shows Approved,

Requested and l :
. Remaining holiday] | 16-94
Approved | Requested JEERET T SR,
electto ask a

Seilapt 1 Mennast ; Request ﬂ Questions Question about
holiday holiday

This Year Next Year

Date Requested [ Status

Select toview This Select to view Next
Years holiday details Years holiday details

Select the @ icon to view the key for remaining holiday. As you request and have holiday approved, this bar
will change to reflect this as shown in the example below where seven days of holiday have been requested:

Holida
d ®

16.94

Holiday

9.94
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Requesting Holiday

To request holiday, select Request to load the Holiday / Holiday Request screen:

e & B

Holiday / Request Holiday

Please enter the reason why you are taking the holiday and any additional
information you feel relevant

Start Date
- g — Select / enter a holiday
i rete] StartDate
Finish Date
Select / enter a holiday - —
@03/10/2021
End Date i
o mana Enter any supporting
Attending wedding holiday details in
Comments

Select Save to

cmitrequest | L

Enter a Start Date and a Finish Date along with Comments to support your holiday request. Once completed
select Save.

Once saved, Successfully Submitted is shown at the top of the screen. You will also see the holiday graphic
change at the top of the screen and also the holiday details in the list below:
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Successfully Submitted X

Holiday

7 9.94

a Request a Questions
Next Year

Date Reguested Status

27/09/2021 - 03/10/2021 7 Days Requested

You will receive emails and messages in the Employee Portal as the request is approved/rejected in Timegate.
Raising a Question about Holidays
If you wish to ask a question about your holiday or entitlement:

» Select Questions.

» This will open a open a Holiday Question/Query screen.

* Enter your question/query when prompted

* Select Save to submit.

You will then receive messages and emails when your question/query has been actioned/answered.
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Accessing Documents

You can view your documents by selecting Documents on the Employee Portal home screen:

0000

Details Holiday
Reports Messages News Duty Query
Quick Links
Google
Google

New documents are highlighted on the Document icon
Viewing Documents

After selecting Documents, the Document screen loads. It comprises Folders and Pinned Documents:
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e & B

Documents

Search

FPinned Documents

@ Engagement Tasks - Documents New

i@ Employee Document

i@ Site Documents

i@ Payroll Document

e Pinned Documents shows those documents deemed important by your management. They are displayed
at the top of the screen

» New documents are highlighted with a red circle on the relevant folder (as shown in "Useful Info" example

above)

» Folders may have different names to those shown above. You may also see more or less folders as these
are set up individually by your company within Timegate

33 - Timegate Help Desk Task Guide



» To access the documents, select the relevant folder. The documents will be displayed below the folder:

Ll @ E

Documents

Search

Pinned Documents

@ Engagement Tasks - Documents New

i@ Employee Document

i@ Site Documents

i@ Payroll Document

i@ Useful Info

Engagement Tasks - Documents New

Useful Info

» Select the document to open or download it

Please Note: Some documents may have a read receipt. If this is the case, when viewing you will
be prompted to select

Confirmation of Reading

To confirm to your management that you have read a document, select Confirm:
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Please confirm you have read the
document
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Accessing Reports

You can view various reports by selecting Reports on the Employee Portal home screen:

Welcome to the Employee Portal

@ Q

Details Holiday Documents
Reports Messages News Duty Query
Quick Links
Google
Google

Report Types
There are three different report types. They are:
» Employee Details - A downloadable version of your details
» Pay Details - A downloadable duty report including pay for each duty

» Employee Schedule - A downloadable version of your schedule
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Reports

s

® N &=

Employee Pay Details Employee
Details Schedule

Select a report icon to view it / display specific date range dialog boxes (as applicable).

Employee Details Report

After selecting Employee Details from the main Reports page of the Employee Portal, the report loads:

Selecttoview a

downloadable version Select to display menu

of the report Ao
- ':3} E 1 ai1 Q — -+ e *
| Reports / Détails for Sume » :
: ' P £3) Rotate
—|; LU — -
ey E3  Fit to width
iy
Hame [ S— iy
I:w :“ LR N
Peal Code "Hm'::” AY  Read aloud
Telechona —
Mckile ::,“Jk ".:J’ Draw o
Joined Date 4002001 Date Of By ::’: slf
Mot SLaturk Cwpwrdenty o P——— I?‘ Highilsght >
Naxt Of Kin NI Mumber
(Q Erase
Pay Code | Pia [ Dvevinng Lk nes
s Homis Zone
Full Or Part Fu Pay Laval ety O e H Primt Ctri+P
Pay Pencd ety Duty Owertins Limitn 0
[ Duty Overtans Limit? 0 Eg Save Cirl+5
Poried Overtime Limit
Paripd Dwertems Lima
2
Selectto Print Select to Save
Select Download to open a downloadable / printable version of the report.
When the report is loaded, select to view the options menu. From here you are provided with a series of

options, including Save and Print.
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Pay Details Report

After selecting Pay Details from the main Reports page of the Employee Portal, you are prompted to specify a
date range for the Pay Details Report. Select (or enter) a Start and Finish date.

Select Create to create and load the report.

@B e Lolc Raperrs J Py Maeed o St St

Repors Reports | Pay Report for

[p—
° 459 il Bitaes SOT 021 - TLOTII0T - [t — ] ] - e
Errghiyee Empiyes - farn et RS x e 'm —tn . e

neviesy fuw e

Desady Schedusie e M - 9 v - - .
SPOCH et S0 ERNGE R0 M DY DELEE 60N o R T R T . - b -
. = 3 - PRI Lyt e MR T .

| cresre |
Select Startand Salecl Bt and -
Finish dates for the Finishdates forthe
report report

Select Download to open a downloadable / printable version of the pay report.

When the report is loaded, select to view the options menu. From here you are provided with a series of
options, including Save and Print.

Employee Schedule Report

After selecting Employee Schedule from the main Reports page of the Employee Portal, you are prompted to
specify a date range for the Employee Schedule Report. Select (or enter) a Start and Finish date.

Select Create to create and load the report.

O ]

Reports Repaorts | Employes Schadule for Botes oo e b B 00

uouuu;u.p - Lo i bt W T
o . . |$ i e -1>rﬂ|'>rrn-f—{:> e

ek M, Tl

Select Download to open a downloadable / printable version of the schedule report.

When the report is loaded, select to view the options menu. From here you are provided with a series of
options, including Save and Print.
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Accessing Messages

You can manage your messages by selecting Messages on the Employee Portal home screen:

Welcome to the Employee Portal

QO QG

Details Holiday Documents
Reports Messages News Duty Query
Quick Links
Google
Google

Viewing messages

After selecting Messages, you will see a list of messages received:
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Messages

Mew

9 26/07/2021 Holiday Request - Approved
o 2300712021 Search For Werk - Completed
o 21072021 Duly Give Away - Complated
o 2110772021 Duty Give Away - Not Approved
o 21072021 Duty Give Away - Complated
o 211072021 Duty Give Away - Complated
o 211072021 Duty Give Away - Complated
o 210072021 Duty Give Away - Not Approved
e 15007/2021 Holiday Request - Approved
o 140072021 Duty Give Away - Cancelled
o 14/07/2021 Duty Give Away - Cancellad
o 13107/2021 Duty Swap - Completed

a 13/07/2021 Dty Swap - Completed

€3 02072021 Holiday Request - Approved

Select any message to see the content:
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Messages / Details

a Remove

Date

260712021

Type
Holiday Request

Start Date
270972021

Finesh Date
03M10r2021

Comments
Atftending Son's wedding.

Manager Comments

Updated Dale
2610712021

Status
Approved

Delete a message
Once in the message you can select Remove to delete a message

Send a message

o & B
Select New — .‘,a New
| =, Select
.__;' Select | 1
r =y | Mo Faque v Selectmessagelype 1% Change of Bank Details
. cRrEATE \ 7
Baii-l h Change of Bank Details
\ _— Holday Reques] - Aooroed Contact Ma nager
Duty Query
23072021 Saafth For YWork - Comps
© D T Employee Address
0 2072021 Duty Give Away - Completed EITIDIOFEE Details
© 2o Duty Give Away - Not Approved Employee Image
e HOTROH Dudy Give Away - Completed Emp!oyee Name
o 21070 Diutty Ghva Awary - Compladed HOHGEY Qu ery
) ' H0|ida}' RE‘QUE’SI
o 20072021 Duty Give Away - Compleisd Uniform Req uest
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e From the message list, select New. This will open a list of message types that you can send.
* Select the message type from the drop down
» Select Create. Your chosen question/query message template opens (in this example a Uniform Request:

Messages / Uniform Request

Please specify what you require including sizes and reason for the
request.

Comments

SAVE

* Follow the guidance displayed as necessary. Enter your message in the Comments area

» Select Save. You will receive messages and emails when your question/query has been
actioned/answered.
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Accessing News

You can view your company's latest news by selecting News on the Employee Portal home screen:

Welcome to the Employee Portal

00

Holiday Documents

Details

Reports Messages " ews Duty Query

Quick Links

Google
Google

You may also see News items displayed on the Home Page as shown in this example:
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Welcome to the Employee Portal

b 0:05/0:05

Details [ Holiday Documents

Ly
®
Reports Messages News Duty Query
Quick Links
Google
Google

Either select the News banner or News icon to view News and Announcements.

Selecting the banner will take you to the specific article. Selecting the icon will take you to the full News and
Announcements page.

Viewing the news

From the News and Announcements page select the item you wish to view:
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@ B
News and Announcements

@ J0/07/2021 Latest News

If the news item includes a video clip. select the play button to view the clip:

& B

News /

Latest News

Select to Play| Pause - Make full screen

Latest News. More to
follow.............
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Accessing Duty Query

You can query a duty by selecting Duty Query on the Employee Portal home screen:

Welcome to the Employee Portal

QO QG

Details Holiday Documents
Reports Messages News Duty | uery
Quick Links
Google
Google

Making and submitting your Duty Query

After selecting Duty Query, the following screen loads:
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Diary / Duty Question

Please enter as much information about your duty query as possible

Comments

SAVE

Enter your diary/duty question in the Comments space.
Select Save to submit your question.

You will receive messages and emails when your question/query has been actioned/answered.
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Please Note: Before applying for a duty swap you need to identify the employee and duty that
you wish to swap with/into

To swap a duty, first you must locate it within your diary. Select Diary on the Employee Portal home screen:

Holiday Documents

Reports Messages News Duty Query
Quick Links
Google
Google

A screen similar to the following will open:
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€ 26/07/2021 ?

26

Man
2? EEE NN T U B NS

Tue 08:30 to Tue 17:30
Tue

28 IS S e— [ B
Wed 08:30 to Wed 17:30

Wed

29 T EE N R N D
Thu 08:30 to Thu 17:30

Thu

30 Eess B ememsis 4
: Fri 08:30 to Fri 17:30

Fri

31 [~ N B SRR ]
Sat Sat 08:30 to Sat 17:30

01

Sun

Select the duty you wish to swap out of. A screen similar to the following loads:
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Diary / Duty Detail

Questions Swap

General Details
Site

Customer

Post

Duty ID
9901

Duty Confirmed
v

After opening the duty in the Diary/Duty Detail view select Swap to load the Diary / Duty Detail / Duty Swap
screen:
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Diary / Duty Detail / Duty Swap

Prior to swapping shift
Flease speak to your colleagues and identify the potential swap as you
will need their details to enter onto the Swap duty form

Dty
Site

Scheduled
3140712021 08:30
31072021 17230

Houwr Type
REG (Reqgular Contracted)

Pay Level
SO (Security Officer)

First Name
Last Mama
Email
Mobila

Expacted Datea

31/07/2021 ot ~ oo w

Complete the First Name, Last Name, Expected Date and Time. Optionally, also include Email and Mobile
details.

Select Search (loads a confirmation screen):
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Diary / Duty Detail / Duty Swap

Prior to swapping shift;
Please speak to your colleagues and identify the potential swap as you
will need their details to enter onto the Swap duty form

Dty
Site

Scheduled
31/07/2021 08:30
3170772021 1730

Hour Type
REG (Regular Contracted)

Pay Level

S0 (Security Officer)

Duty
Sihe

Scheduled
31/07/2021 17:30
01/08/2021 0230

Employes

Select Confirm to initiate the duty swap. The Duty Swap Request is sent to the employee you wish to swap
with. It is also sent to the relevant person in your company who will approve/reject the duty swap.

Please Note: The other employee needs to approve the duty swap prior to your
manager/supervisor approving/rejecting the duty.

You will receive messages in the Employee Portal throughout the duty swap process. If successful, and approved,
you will receive a message and see that your duty has changed in your diary.

52 - Timegate Help Desk Task Guide



When a duty swap request is made, you will receive a message where you can accept of reject the swap offer.
Select Messages on the Employee Portal home screen to view your messages:

Q.’

Holiday Documents
Reports Messages News Duty Query
Quick Links
Google
Google

The Messages screen opens ready to locate the message and accept/reject it:

ocgm O ChE Ll

Messages [ Detalls

Messages

Succesafully Submied b

Q- Qo _
GG
a B L] Oty Swi - Suned £ 5 ﬁ v
. -\. . e Duty Sacag - 5 Fragewisl

Select Duty Swap
message to view

Select to Accept

 Select the Duty Swap message to view it

o Select Accept to accept the duty. If you decide not to accept the duty, select Reject
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* Once you have accepted or rejected the message, you will see the status of the swap change. Additionally,
a Successfully Submitted message is displayed at the top of the page.

successful, and approval has been completed, you will receive a message to notify you. Your duty

@ Please Note: You will receive messages in the Employee Portal throughout the process. If
will also change in the diary.
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To give away a duty, first you must locate it within your diary. Select Diary on the Employee Portal home screen:

Holiday Documents

Reports Messages News Duty Query
Quick Links
Google
Google

A screen similar to the following will open:
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€ 26/07/2021 ?

26

Man
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Tue 08:30 to Tue 17:30
Tue

28 IS S e— [ B
Wed 08:30 to Wed 17:30

Wed

29 T EE N R N D
Thu 08:30 to Thu 17:30

Thu

30 Eess B ememsis 4
: Fri 08:30 to Fri 17:30

Fri

31 [~ N B SRR ]
Sat Sat 08:30 to Sat 17:30

01

Sun

Select the duty you wish to swap out of. A screen similar to the following loads:
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General Details
Site

Customer

Post

Duty ID
10067

Duty Confirrmed
v

Address

Sin
0007

@ Please follow this link to view the site
map

Notes
There are no site instructions available.

After opening the duty in the Diary/Duty Detail view select Give Away. At the top of the Employee Portal the
Successfully Submitted message will be displayed:
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Successfully Submitted x

Diary

ﬂ Available Work Search Questions

12
Mo
13 | | INNTE T § NE Em

Tue 08:30 to Tue 17-30
Tue

14 fmEm N BT BN EH S [ B

e Wed 0:5:30 to Wed 17:30

15 L.

Thu 030 to Thu 1730

Thu

16 EEEEE R CEEET N SN

Fri Fri 0230 1o Fn 1730

B mE call & @
133: Sat 08:30 to Sal 17.30
18
Sun

The Duty Give Away request has now been send out to all employees. They will see it as available when they do
a Work Search. Once a fellow employee agrees to undertake the duty, a task will go to the relevant person in
your company (i.e. your manager / supervisor / scheduler) who will approve/reject the duty change.

person putting final approval/rection onto the duty change. Until the change has been approved

@ Please Note: Another employee needs to agree to Pick Up the shift prior to the appropriate
you are committed to working the shift.

You will receive messages in the Employee Portal throughout the process. If successful, and an approval has
been given, you will receive a message confirming the give away. You will also be able to see that the duty has
changed in your diary.
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In the Employee Portal an employee can carry out a Work Search to see any available duties. The duties that
they will see include those that have been entered as a Duty Give Away. To carry out a Work Search, first you
must open your diary. Select Diary on the Employee Portal home screen:

Details Holiday Documents
Reports Messages News Duty Query
Quick Links
Google
Google

A screen similar to the following will open:
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Man
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Tue 08:30 to Tue 17:30
Tue

28 IS S e— [ B
Wed 08:30 to Wed 17:30

Wed

29 T EE N R N D
Thu 08:30 to Thu 17:30

Thu

30 Eess B ememsis 4
Fri 08:30 to Fri 17:30

Fri

31 EEEE N H  EECEEEE SR NS ]
Sat Sat 08:30 to Sat 17-30

01

Sun

Select Work Search. This opens the screen where you can search for open duties:
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Diary / Work Search

Please tell us the dates and times you are available to work
Start Date

08/08/2021 OC » | 0OC v

Finish Date

08/08/2021 = 23 v

tn
L
£

Distance

30 Miles v

To undertake a search for work:
» Select a Start Date (and time) and a Finish Date (and time).
* Select the Distance you are willing to travel
e Select Submit.

Any available duties are shown:

Diary / Work Search / Results

8 August
Duty
aite
Start

06/08/2021 08200

Finish
080620211700

REQUEST

For those items that you wish to apply for, select Request. You will then be presented with the details of the
duty:
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Diary / Work Search / Work Request

Duty

Customer

Site

Address

Slot Slot 1

Shift Duration 09:00

Start 08/08/2021 08:00
Finish 08/08/2021 17:00
Distance Unknown
Comments

SUBMIT

If required, add any Comments before accepting the request.
Select Submit to be considered for the duty.

If your requested duty is part of another employee Giving Away their shift, you will receive messages in the
Employee Portal throughout the process. You will receive messages titled Duty Pick Up. If successful, and
approval has been completed, you will receive a message and see that your duty has changed in the diary.
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ACTIONING HELP DESK TASKS IN THE TASK MANAGER/MONITOR

You are able to view any outstanding tasks or requests from employees that have been created in the Employee
Portal from the Manage | Tasks or Monitor | Tasks screen (they’re both links to the same place). The task
management/monitoring screen comprises four pieces of functionality These are:

e Search Criteria
e Add a new task
e Task List Grid

» Configure Grid

These are shown below:

Add new task

Search Expand/ Configure Grid | Grid TR
contract -

From the Search Criteria part of the screen, the user can search for specific tasks using a series of criterion and
filters. This works much in the same way that incidents and duties are searched and filtered. results are shown in
the Grid

When the user initially loads the Manage | Tasks or Monitor | Tasks page, the filters are pre-set to show all task
types for the last year that are flagged with a status of Started or In Progress, for Both i.e. Employee and Sites.

The Start Date and End Date search option can be used to narrow the list of tasks displayed based on their
creation date.
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Approving Duty Swaps
Duty Swaps are approved in the Task Monitor/Manager.

Open Monitor | Tasks:

Tlmeg ate Planv  Monitory  Managev Analysew SetUpw Dave Thompson (DT... ﬂﬂ B

Qsesrch it Q8 Confgurs e

v Search Criteria

Search Site Q, x Start Date* 13/07/202 Status
Task Entity Al v Employee Q x End Date” 13/07/202
Task Types Q x Branch Q x Show Escalations @

Customer Q, x

Ti megate Planv  Monitory  Managev Analysev  SetUpw  Adminv an _

Employee Duty Swap Duty Swap Update

Status In Progress Duty - Duty Status Approved Q x

Employee B | = . Aan
Employee Ew m Manager E—

Pay Code / PIN Q002 Comment Approved swap
Duty

Created Date 13/07/2021 13:28

script v Swap betweel Start
Description Dul ap between o
ok Fimish 7:30

HourTypeCode  REG (Regular Contracted)

PaylLevelCode SO (Security Officer) SO (Security Officer)

Audit

13:28 ADMIN Task Created

e pted the

From the Employee Duty Swap screen you can see the full details of the duty swap. You can choose to change
the status to Approved or Rejected and complete a manager’s comment in the Manager Comment
field. Employees will see this in their Employee Portal. Once completed, select Save.

Please Note: It is possible to approve reject the request, prior to the other employee giving their
approval

Approving/Rejecting a request prior to other employee approval

If you attempt to approve/reject a request prior to the other employee approving the duty swap, you will see this
prompt:
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timegatewf3.thefmcloud.com says

The second employee has not accepted, do you want to continue?

You will then be presented with a pop-up box to confirm the swapped duties:

Employee Swap x

Select OK

BT':-' Emplovees *E
Start Finish Previous Employee Hour Type Pay Level
31/07/2021 08:30 31/07/2021 17:30 i-injuii=-inielies REG (Regular Contracte v SO (Security Officer) w
31/07/2021 17:30 01/08/2021 02:30 iy & REG (Regular Contracte v SO (Security Officer)

Comments OPS Duty Change (Cha v Agreed Swap

Complete your Comments and then select Swap Employees

The duties will be swapped on the Site plan and in the Employee Portal. The system will automatically complete
a Rate Generation Job to update the swapped duties.
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Duty Give Aways and Duty Pick Ups are approved or rejected using the Task Monitor/Manager.

Open Monitor | Tasks:

-nmegate Plany  Monitory  Managev Analysev SetUpw  Adminy  New @
Qusearch 440 L3 Cont
~ Search Criteria
Search Site Q x
Task Entity Al v Employee Q,
Task Types Q x Branch Q, x
Customer Q, x

Select the Duty Pick Up or Duty Give Away task:

Planv Monitor v Managev  Analysev SetUpv  Adminv New @ Qg nD =

Duty Pick Up Duty Details Update
Status Started Employee B e Status approved Q, x
Duty Manager _—
Comment Approved
Start
te
Audit
1 1429  ADMIN g
Employee Diary
26 mon 27 tue 28 wed 29 Thy 30+« 31sat 01sun
08:30 - 1730 (09:00) © | oe0-17:30 z0m) @ | v830- 1730 0200) ® 08:30 - 17:30 (09:00) ® 0900 0FS Duty Change
REG / SO REG / 5O REG / SO REG / 50
= = R — bl [ = B ad ]
08:30 OPS Duty Change 08:30 OPS Duty Change

From the Duty Pick Up screen you can see the full details of the employee asking to Pick Up the duty. Their
Diary along with the Duty Details are visible and you are able to access the duty. You can choose to change the
status to Approved or Rejected and complete a manager’s comment in the Manager Comment

field. Employees will see this in their Employee Portal. Once completed, select Save.

The following pop-up loads after selecting Save:
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$
X

Details

Employee

Start 01/08/2021 09:00
Finish 01,/08/2021 18:00
Site @
Comments

Comments  OPS Duty Change (Changes t v

Swapped duty. changed from
to ket

A

Select Accept to approve.
The duties will swap on the Site plan and within each employee's Employee Portal. Both employees will receive

a message on the Employee Portal and an email confirming the changes. The system will automatically complete
a Rate Generation Job to update the changed duties.
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From the Search Criteria part of the Manage | Tasks or Monitor | Tasks screen:

1. Select your search criteria using the different filters as necessary:

Task Entity - Select Site task, an Employee task, or Both to search for

Task Type - Select a task type using Q

Site - Search for a specific Site using Q

Employee - Search for a specific Employee using Q

Branch - Search for a specific Branch using Q

Customer - Search for a specific Customer using Q

Start Date - Select the search start date (Date From) in the DD/MM/YYYY format or select a date
from the drop-down list

End Date - Select the search end date (Date To) in the DD/MM/YYYY format or select a date from the
drop-down list

Status - Select from either Started, In Progress, Completed, Cancelled and Not Approved. This value
is Task Type sensitive and it will change based on the Task Type selected

2. Select Search. The results will be displayed in the Task List
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From the Manage | Tasks or Monitor | Tasks screen:

e Select Add

Select the Task Type you wish to add

* Select Employee

Select Create Task

Enter details for the task (these will differ from task type to task type)

Select Create Task (which will close the dialog box)
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Select Configure Grid from the menu to open the Configure Grid page. The following will be opened:

Ta=k List Configure Grid

= -,
User Columns Task List Columns
Type Sratus St Description
i. Employes 1. Std.Location Payrall Run
Contract Mamager & Pay Code [ PIN

Created Date

The left-hand side of the screen, entitled User Columns shows those columns that will be displayed on screen in
the help desk task grid. Items on this side of the screen can be dragged using the left-hand mouse button onto
the Task List Columns side of the screen to remove them from the help desk task grid view. At least one column
must be included in this side of the screen. The number next to each column shown above is representative of
the order of the columns in the grid - for example, 1. Type will be shown first, where as 7. Create Date will be
the last column shown.

The right-hand side of the screen, entitled Task List Columns shows those columns that will not be displayed on
screen in the help desk task grid. Items in this list can be dragged using the left-hand mouse button onto the
User Columns side of the screen to be made visible.

To save changes, select Save.

Select Reset to reset the values in each column to their default settings (as shown above)
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