e
;:5:; : Agent knowledge

: checklist

: Tickets

E i1 Add rich text formatting, images, videos, etc... to response Basic
i1 View all ticket events Basic (Power user)
i1 Add/generate discount code to response Basic (Power user)

% i Add Shopify product link to response Basic (Power user)

1 Add an internal note to a ticket Lite

"1 Set ticket status to open/closed/snooze Lite

e it Change ticket subject Lite

= = 1 Assign a user/team Lite
i1 View customer ticket history Lite

o "1 Reply with different sender address Lite

: e -:-:__ o "1 Reply via different channel Lite
i1 Set ticket fields Lite
Ticket menu
EE EE i1 Mark ticket as spam Basic
i Merge a ticket Basic
i1 Mark ticket as unread Basic
e : i1 Print a ticket Basic
i1 Delete a ticket Lead
i1 Snooze/unsnooze a ticket Lite

R : : Views

E E::: i1 Create a view/section Basic
EE" : :E: : it Bulk action tickets Basic
E: E:E i1 Adjust view sharing status Basic
EE EEE i1 Edit view filters Basic

=
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Tags

i.1 Sort tags by number of times used Lead
{71 Search for tag Lead
{71 Duplicate/delete a tag Lead
i1 Merge multiple tags Lead
i1 Create a tag Lead

i Add/remove/create tag Lite

{71 Export macros Admin
1 Import macros to create new macros Admin
{21 Import macros to update existing macros Admin
{71 Create a complex macro (including HTTP action) Admin
{71 Search for macros by language/tag/name Lead
1 Sort macros by language/usage count/last update date Lead
1 Duplicate/delete macros Lead
1 EditYmanage macro Lead
71 Create a simple macro (no actions) Lead
{71 Create a simple macro (including variables, tags and actions) Lead

i Apply suggested macro Lite

i1 Search/apply macro Lite

Customers
i Merge customer Basic

1 Edit customer profile Basic

i1 Search for a customer in ticket Lite

1 Set customer Lite

1 Create new customer Basic
i1 Filter customers Basic (Power user)
1 Bulk delete customers Lead
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Rules

Statistics

Basic (Power user)

Basic (Power user)



