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1. The Admin console

This guide is for company administrators: the people who set up Resuelto for their
organisation, manage users and keep the service desk running. Administrators must use
two-factor authentication; admin actions are refused until it is set up (see Profile in the User

Guide).

Open Admin in the left menu. Each card opens one area of configuration. The most important
ones are covered in this guide, in the order you will usually need them:

Organisation profile

Users, Roles & permissions
Customer accounts
Assignment rules, Workflows
Business hours

Approval workflows, Change
management

CSAT report, Escalations
Audit log

Integrations

resuelto.xyz

Your name, logo, colours, contact details, portal text and email
signature

Who can sign in and what each person can see and do
The client organisations and contacts you support
Automatic routing and automation on tickets

Working hours and holidays that SLA timers respect

Who approves requests and changes

Customer satisfaction and follow-up on low ratings
The tamper-evident record of every change

Connections to other Lavisho apps such as Lavisho TT
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Admin console

Manage your organization, teams, and policies

resuelto.xyz

Customers

Customer accounts, contacts, primary
contacts, portal access, CSV
import/export.

Zl Business units

Run separate support portals per brand
or product line, each with its own
branding and mailbox.

? Assignment rules

Auto-route new tickets to agents or
queues.

B Auditlog

Immutable record of every change
[bank-grade).

47 Workflows

Automation rules that fire on ticket
events.

B3 Inbound email

Turn incoming email into tickets.
Configure support inboxes.

Integrations > Lavisho TT

Connect Lavisho TT companies:
approvals, granted access, last event,
disconnect.

B Customer billing

Rate rules, invoices from billable work,

tax and discounts, accounting export,

£ Trial requests

Approve or reject 15-day trial sign-ups.

@ Service catalog

Publish request items for the requester
portal.

£ Operational health

SLA breaches, escalations, workflow
runs, Al usage.

o] Change management

CAB boards, blackout windows, and
change calendar.

B¢ Users

Create users, set passwords, assign
roles, disable accounts, CSV import.

Organization

Contract, SLA tier, account manager,
email domains.

ﬁ CSAT report

Rolling averages by agent, breakdown
by rating.

ﬁ* Problem management

Root causes, workarounds, and known
ermors.

] Asset scanning

Network sweeps and endpoint agents
auto-upsert into inventory.

%9 Life-cycle designer

Design stages, colours and allowed
transitions per request type.

Admin console

Version 2.2

2, Roles & permissions

Build custom roles and control what
each role can see and do.

6D Organisation profile

Identity, contact details, portal, email
signature and business description.

& Escalations

Follow up on tickets with low customer
satisfaction.

@ Business hours

Weekly schedule and holiday calendar
for SLA timers.

35 Enterprise config

Groups, sites, templates, custom fields,
branding, and plans.

98 Custom dashboards

Build KPI dashboards with charts and
share them with your team.
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2. Organisation profile

Admin - Organisation profile controls how Resuelto looks for your team and your requesters.
Every company has its own profile; nothing is shared between companies.

Identity: display name, legal name, support phone, website, timezone and address.
Logo and favicon: shown in the app, the customer portal and emails.

Colours: primary, sidebar and accent colours, applied immediately.

Requester portal: portal title and welcome message, in English and Bangla.

Email signature and business description: used on outgoing emails and to give Al
features context about your business.

Click Save at the bottom. Saving requires an administrator with two-factor authentication.

@ Organisation profile

Customize he esuelto looks for your team and requesters

Identity

Brand name, logo a

roduct and emails

Display name

Meridian Logistics Ltd

Legal name Support phone
Meridian Logistics Ltd +880 1700 000000
Website Default timezone
https://meridian-logistics.example.com Asia/Dhaka
Address

Business hours & holidays

Logo Favicon
& Upload & Upload

Colors

Applied at runtime via CSS variables

Primary Color Sidebar Color Accent Color

- #0f76be - #134eda - #14b8ab

Requester portal

Hero text and welcome message on the requester portal (English + Bangla

Pmcsnl sisle

Organisation profile: identity, logo and colours
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3. Users

Admin - Users lists everyone in your company with their email, role and status.

* Invite user sends an invitation; the person sets their own password.

Version 2.2

¢ Create user (with password) creates an account directly, for example for shared kiosks.

e CSV import creates many users at once; Active Directory / SSO connects your identity
provider.

¢ Change a person's role from the drop-down in their row. The icons on the right resend the

invitation, disable the account or delete it.

€

Users

Provision accounts. Every new user receives a verification emai

fo  Create user (with password) & €SV import

All users (12)

NAME

Imran Ali

Farhana Yeasmin

Karim Uddin

Tania Sultana

Sabbir Ahmed

Mim Chowdhury

Arif Hasan

Nusrat Jahan

Fahim Islam

Sumaiya Akter

Rashed Karim
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EMAIL

t-sandbox.invalid

customer3

customer2@uat-sandbox.invalid

customer1@uat-sandbox.invalic

agent5@uat-sandbox.invalid
agent4@uat-sandbox.invalid
agent3@uat-sandbox.invalid
agent2@uat-sandbox.invalid
agent! @uat-sandboxinvalid

lead2 @ vat-sandbox.invalid

ead 1@ uat-sandbox.invalid

admin1@uat-sandbox.invalid

Users with roles and status

£ Active Directory / 550

ROLES

Requester — end

Requester — end

Requester — end

Manager / Agent

Manager / Agent -

Manager / Agent

Manager / Agent -

Manager / Agent -

Manager / Agent

Manager / Agent -

Admin — full com

STATUS

JOINED
10/24/2026
10/24/2026

/24
10/24
10/24/2026

0/24
10/24/2026
10724

0/24
10/24/2026
10/24/2026
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4. Roles & permissions

Resuelto ships with system roles (Agent, Asset Manager, Change Manager, End User, KB Editor,

Org Admin, Supervisor). You can also build your own.

1. Click New role, or select an existing role.

2. Set Data visibility: own tickets, group scope or everything.

Version 2.2

3. Tick the permissions the role needs. Permissions are grouped by area (accounts, approvals,
assets, audit, automation, billing...).

4. Save. Changes apply on each user's next request.

Give people the smallest role that lets them do their job, and keep the number of Org Admins

small.

resuelto.xyz

Roles & Permissions
Build custom roles from the perm
Roles

Agent SYSTEM
Handles tickets assigned to their groups

Asset Manager SYSTEM
Owns CMDB

Change Manager SYSTEM
Owns chang ement

End User SYSTEM
Requester with portal access

KB Editor SYSTEM
Authors and reviews knowledge base
Org Admin SYSTEM
Full 2dmin (implicit all-permissions)
Supervisor SYSTEM
Team lead with full ticket visibility
Approver

Can approve change requests.

Changes take effect on the user's next request

Agent  System

Handles tickets

signed to their groups

2} Data visibility

ACCOUNTS

Manage client accounts (MSP)
accountsmansge

View assigned client accounts (MSP)

accountsview_assigned

View support contracts

APPROVALS

@ Act on approval requests
approvalsac

ASSETS

Import / bulk edit assets

assetsimport

@ view assets

assetsvie

AUDIT

View audit log

auditview
AUTOMATION

Manage automation rules
automation manag

BILLING

Select a
View all client accounts (MSP)
Manage support contracts
contractamanage

Selecta
Manage approval workflows

Select a
Manage assets

Select a

Select a
View automation

Select al

Roles & Permissions: permission matrix per role
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5. Customer accounts

If you support other organisations (as an MSP or shared service centre), add them under Admin
- Customer accounts. Each account has a primary contact, its own contacts and portal access.
Tickets are linked to an account so that reports, SLAs and billing can be split by customer. Use
Export CSV or import to manage accounts in bulk.

Customer Accounts & Export SV

Manage client organizations served by your MSP

Accounts (8)

Name Slug Status Primary contact Actions

Bengal Book House bengal -book-house m warehouse@bbh.example.com 2,  Deativate 2 @
Chittagong Garments Export ctg-garments-export logisties@cge.example.com 2 Deadiate g @
Delta Pharma Distributors delta-pharma active supply@delta-pharma.example.com &,  Deactiate S @
Dhaka Fresh Foods dhaka-fresh-foods [ active ] orders@dff example.com R, Deatiate S @
Meghna Building Materials meghna-building active dispatch@®mbm.example.com &,  Deadiate S @
Padma Textile Mills padma-textile-mills ops@ptm.example.com &, Deativate £ @
Rupsha Electronics rupsha-electronics [ active ] it@rupsha.example.com &, Deactivate 2 @
Sundarban Tea Company sundarban-tea m estate@sundarbantea.example.com 2, Deactiate 2 @

Customer accounts with primary contacts
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6. Routing and automation

Assignment rules

Assignment rules route new tickets automatically to a person, group or queue. The first
matching active rule (lowest sort order) wins, so put the most specific rules first.

Workflows

Workflows are if-this-then-that rules that run on ticket events, for example when a ticket is
created — assign urgent tickets to the Service Desk leads, or when an SLA is breached - alert
team leads. Rules run top to bottom; use the arrows to reorder, the switch to turn a rule on or off,
and the history icon to see when it ran.

€ Back
Workflows

f-this-then-that automation on tickets. Rules run top-to-bottom.

Auto-assign urgent tickets When a ticket is created PO

Route urgent tickets to the Service Desk leads

@© «« H T @

Motify on SLA breach  sla breached » .

Alert team leads when an SLA breach is flagged

Close stale resolved tickets schedule active R .

Workflows: automation rules with triggers
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7. Business hours and SLAs

Admin - Business hours sets your weekly working hours, timezone and holiday calendar. SLA

timers only count down during working hours, so set this before you go live.

1.
2.
3.
4.
SLA targets themselves are set per priority and support plan (see Support plans and Priority

Choose your timezone.

Tick the working days and enter start and end times.
Click Save schedule.

Add public holidays under Holiday calendar.

matrix in the Admin console).

€ Back

Business hours & holidays

SLA timers honor these operating windows

Weekly schedule

Timezone

Asia/Dhaka

MON 09:00 AM Q@ - 06:00pPM ©
TUE 09:00 AM @ - 06:00PM @
WED 09:00 AM © - 06:00 PM ©
THU 09:00 AM @ - 06:00 PM ©

FRI
L) sar

SUN © - 06:00PM @

[B) save schedule

Holiday calendar
mm/dd/yyyy O Holiday name (e.g. Victory Day)
20826-12-16 Victory Day
2927-02-21 International Mother Language Day
2027-03-26 Independence Day

2027-04-14 Pohela Boishakh (Bengali New Year)

Business hours and holiday calendar

resuelto.xyz

Version 2.2
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8. Approvals and change management

« Approval workflows define multi-step approvals for service requests and changes: who
approves, in what order, and what happens on rejection.

 Change management sets up Change Advisory Boards (CAB), blackout windows and the
change calendar.

Approvers see their pending items under Approvals (and at the top of Changes). Every decision
is recorded with the approver, time and comment.
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9. Customer satisfaction

When a ticket is resolved, the requester can rate it from 1 to 5 stars. CSAT report shows the
average rating, number of responses, low ratings, the distribution and per-agent averages for the
last 7, 30 or 90 days, plus recent comments. Low ratings appear under Escalations so a team
lead can follow up.

CSAT report
jstomer ‘..m'rl;.)': aCross your organization Last 7d Last 30d

Average rating Total responses Low ratings (<3)

3.93 45 6

Rating distribution

207

_—-

14 2% 3%

Per-agent averages

Agent Responses Average Low (<3

Sabbir Ahmed 10 410 1
Mim Chowdhury 7 an 1
Fahim Islam 6 4.00 0
Sumaiya Akter 6 4.50 0
Musrat Jahan 5 3.40 1
Tania Sultana ] 4.00 1
Arif Hasan 4 3.00

CSAT report: averages, distribution and per-agent results

Custom dashboards

Admin -» Custom dashboards lets you build dashboards from KPI tiles and charts (open
tickets, CSAT, ticket volume, tickets by status, top categories and more). Create a dashboard,
add widgets from Add widget..., and switch Shared on to make it visible to your whole
organisation.
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< Back

. . & Refresh Add widget...
Operations overview
Open tickets @ CSAT (avg) 0] Ticket volume (90d) ]

1

52 3.93 :

Tickets by status o Top categories (o}
1 24
18
. open ad ] I l I I I
P Fleet Tracking ~ Software Emai Facilities

Custom dashboard: Operations overview
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10. Audit log

Version 2.2

Admin - Audit log is an immutable record of every change in your company: what changed,
who changed it and when. Filter by entity type or search by action, record ID or person. Verify
chain checks that no entry has been altered; Export CSV gives auditors a copy.

. Audit log
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mmutable record of

Filters

Entity type

Al

Events (500+ - limit 500)

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

UPDATE

tickets 87essfab

tickets 5dc3badd

tickets sessssaa

tickets breisbsz

tickets acs3sbas

tickets c43adssf
tickets 12369817
tickets B7ess5fab
tickets se836742
tickets Sdc3bgdd
tickets 8se3ffsa
tickets 7fbfzdd?
tickets b7e1sbsz

very change in your organization

Search (action, entity id, actor)

Q. INSERT, UPDATE, uuid.

Audit log with filters, chain verification and export

©  Verify chain & ExportCSV
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11. Integrations: Lavisho TT

Resuelto connects to Lavisho TT (field sales and team management) so TT users can raise
tickets from TT and see their status.

1. In Lavisho TT, a company admin opens Settings - Integrations and clicks Connect on the
Resuelto card.
2. They sign in to Resuelto and approve the requested access.

3. The connection appears here under Connected TT companies, with the access granted and
the last event. You can disconnect it at any time.

Only tickets raised through a connection can be closed by that connection, and only tickets
marked as tests can be deleted by it.

8 Lavisho TT

Let Lavisho TT companies create tickets here and receive ticket updates.
Connected TT companies (0)

No connections yet.

Connecting a TT company

One click

s "Connect” in Lavisho TT, signs in here and approves. Callback URLs matching the platform pattern are accepted automatically — no
manual n

Allowed callback: https://lavishott.cloud/api/public/integrations/resuelto/{uuid}/callback

Integrations > Lavisho TT
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12. Security checklist

* Require two-factor authentication for all administrators (enforced) and, ideally, for all agents.
¢ Review Users monthly and disable accounts for people who have left.

e Keep Org Admin roles to a minimum and use custom roles for everyone else.

e Check the Audit log and run Verify chain regularly.

e Each company's data, branding and settings are isolated from every other company on the
platform.
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