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1. Getting started

Resuelto is an Al-powered service desk. Agents, team leads and requesters work from the same
app, each seeing only what their role allows. This guide is for agents, team leads and anyone
who raises or approves requests. Administrators should also read the Admin Guide.

Signing in

1. Open your company's Resuelto address and sign in with your work email and password.

2. If your administrator requires two-factor authentication, enter the 6-digit code from your
authenticator app.

3. If you forget your password, choose Forgot password? on the sign-in page.

Finding your way around
* Left menu: every module you have access to. Iltems you are not allowed to use are hidden.

« Company switcher (top of the menu): if you work for more than one company, pick the one
you want. The whole screen reloads with that company's data only.

* Bangla / English: switch the interface language at the bottom of the menu.
¢ Version: the version number at the bottom of the menu opens About, with the change

history.
0 resiero Dashboard
erview of your service desk
Meridian Logistics Ltd
G8 Dashboard Assignedtome B Urgent open A Open = Pending Resolved SLA breached A
7 6 21 19 27 55
Recent tickets

INC-2026-88058

Weighbridge PC running out of disk space — Khulna Warehouse =5

iC -2026-68092

Pallet scale needs calibration — Khulna Warehouse pending  medium
NC -2826 - 88832
Spam wave hitting the quotes mailbox — Khulna Warehouse pending o
INC-2026-80095 )
Driver app crashes on Android 14 — Khulna Warehouse pending [
026 006
D
Overnight database backup job failed — Khulna Warehouse . v
INC-2626-88003
Delivery status codes not updating — Khulna Warehouse pending =
Barcode scanner battery drains within an hour — Khulna Warehouse Py Rt
d w
Customer portal login loop after password reset — Khulna Warehouse By
INC-26826-88896
open  medium

Dispatch workstation will not boot — Khulna Warehouse

i - 2026 - 000!
. ending  medium
Email signature wrong for new joiners — Khulna Warehouse o -

Sign out

Dashboard with the left menu and company switcher
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2. Dashboard

The Dashboard is your starting point. The cards at the top show:

N T

Assigned to me Open tickets where you are the assignee

Urgent open Open tickets with urgent priority

Open / Pending Tickets waiting on your team or on the requester
Resolved Tickets resolved and waiting for confirmation

SLA breached Tickets that missed a response or resolution target

Below the cards, Recent tickets lists the latest activity. Click any ticket to open it.
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3. Working with tickets

The ticket list

Tickets shows every ticket you are allowed to see, with its number, subject, customer company,
class, status, priority and SLA timer.

e Search by subject, or filter by status.

e Switch between list and board view with the icons at the top right.

* Select several tickets to Assign to me or change their status in bulk.

e Export CSV downloads the current list.

The coloured bar on the left of each row shows its status at a glance. The SLA chip counts down
to the next target: FR means first response is still due; a red chip means the target has been
missed.

TICketS = B & Export CSV +  New ticket
Agent workspace

Recently viewed — INC-2826-88853  Request new hire accounts for warehouse int... Clear

Q Search subject All statuses

Saved team views will appear here. 0 selected Assign Open m

SELECT TICKET SUBJECT COMPANY QAss STATUS PRIORITY SEV SLA CREATED
INC-2026- Weighbridge PC running out of disk Sundarban Tea -
pending urgent - FR 5h 13m
eeess space — Khulna Warehouse mpany o e
INC-2026- Pallet scale needs calibration — Khulna Chittagong NS N R —
C=d Warehouse ents Export cident pending medium - 1d 19n 0/24/2026
M INC-2026- Spam wave hitting the quotes mailbox — FR . N = R
08032 P Padma Textile Mills cident pending high — 17h 13m 24/2026
INC-2026- Driver app crashes on Android 14 — T " "
= Khulna Warehouse engal Book House de pending high - 15h 13m
- TNC-2826- Overnight database backup job failed — Building e ~ = Breached 2h -
: 82855 Khulna Warehouse T o= urgent - 46m ago e
INC-2026- Delivery status codes not updating — Chittagong . R
- ncident pendin medium - 1d 11h 24/2026
L Khulna Warehouse Garments Export o
INC-2826- Barcode scanner battery drains within an Meghna Building = z - -
? ncident nding high — FR 9h 13m 0/24/2026
68015 hour — Khulna Warehouse Materials RECCS -
M INC-2826- Customer portal login loop after Chittagong e
- It nding low = 2d Th 10/24/2026
L2 password reset — Khulna Warehouse Garments Export EnTle
INC-2026- Dispatch workstation will not boot — ervice . . >
Padma Textile Mills open medium - 1d 5h 4/2026
| eeess Khulna Warehouse ! equest -
M INC-2826- Email signature wrong for new joiners — Sundarban Tea S - i — L o
J cident ine ium — 0/23/2021
085 Khulna Warehouse Company pending

Tickets list with company, status, priority and SLA timers

Raising a ticket
1. Click New ticket.
2. Choose the type: Incident (something is broken), Service Request, Problem or Change.

3. Search for the requester by name, email or phone, and choose the source (phone, email,
portal...).

4. Enter a short subject, then pick the department and category.

5. Set Urgency and Impact. Resuelto works out the Priority for you (you can override it if
allowed).
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6. Describe the issue, or start from a template. Paste screenshots straight into the description or
drop files under Attachments.

7. Click Create (or Create + New to raise another straight away).
The form is available in English and Bangla (use the EN / Bangla switch at the top).

Create ticket

Type *
Incident
g is broken or not working

Requester *

Q  Ssearch by name, email or phone...

Source

Phone

Subject *

Department Category
Choose

Urgency Impact Priority

4 — g
Medium Low — Single user P4—Llow Override

plate.
Description *

I} as attachments.

Create ticket: type, requester, classification and priority

Inside a ticket

e Conversation: every public reply and internal note, newest at the bottom.

¢ Public reply goes to the requester; Internal note is visible to staff only. Use Insert canned
reply for standard answers.

< Al triage suggests category, priority and next steps; Suggest reply drafts an answer from
your knowledge base for you to edit before sending.

¢ Properties (right): status, priority, class, company, contact, assignee, support group, site,
urgency, impact and tags. Changes save immediately and are recorded in the audit log.

« Escalate raises the ticket to the next level; Save as solution turns a good answer into a
knowledge-base article; Print produces a clean copy.
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INC-2026-60899

. Customer portal login loop after password reset — Khulna

Warehouse

Description

& Altrage ¥ Suggestreply Properties

Status

Customer reports: Customer portal login loop after password reset at Khulna Warehouse. Operations affected; please

advise on workaround and ETA. Pending
Priority
Low
Conversation
Severity
Public reply 8§/9/2026, 1:46:43 PM -
Thanks for reporting — we are looking into this now.
Security leve:
Internal
Public reply 10/14/2026, 2:46:43 PM
A fix has been applied. Please retest and let us know. Company

Public reply  Internal note
Insert canned reply...

Reply to requester...

@ Attachments

resuelto.xyz

Class

- Service request

Chittagong Garments Export

Primary contact

Tanvir Chowdhury (primary)

Assignee

Support group
Service Desk
Site
Na site

3
Urgency

Low
Tags
Choose Files No file chosen
khulna-warehouse,

Channel
No attachments whatsapp

Created

A ticket: conversation, reply box and properties

mpact

v Single

service-request

Version 2.2

e Actions @& Print [ Save assolution
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4. My Queue

My Queue has two columns: tickets assigned to you, sorted by due time, and unassigned
tickets waiting for triage. Overdue items are shown in red. Pick up an unassigned ticket by
opening it and setting yourself as assignee.

My Queue

Assigned work and unassigned tickets needing triage

& Assigned to me (7) £3 Unassigned (0)

INC-2026-80858 urgent  pending

Weighbridge PC running out of disk space — Khulna ... Nothing waiting

INC-2026-80005 medium  pending
Email signature wrong for new joiners — Khulna War...

© Due 10/25/2026, 11:41:3

INC-2026-00859 low  on_hold
Warehouse terminal printing blank labels — Khulna Ware...
se 10/16/2026

medium  on_hold

INC-2026-20042 urgent  open

INC-2026-20814 low  on_hold
Invoice export missing October entries — Chittageng De...

@ Due 8/2/2026, 10:46:18 AM

INC-2026-80113 high  pending
Request access to pickup scheduling module — Dhaka HQ
D Due 8/4/2026, B:46:41 AM

My Queue: your assigned work and the triage queue
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5. Approvals

Some requests and changes need approval before work starts. Approvals lists everything
waiting for your decision.

1. Read the request (click its number to open it).

2. Add a comment. A comment is required when you reject.

3. Click Approve or Reject.
The History tab shows decisions you have already made. Multi-step approvals move to the next
approver automatically.

My approvals

Requests waiting for your decision

Pending (3)  History

@ INC-2026-00058 — Weighbridge PC running out of disk space — Khulna Warehouse
Step!  Urgent Requested about 10 hours ago

Optional comment (required for reject)

@ Reject @ Approve

®© Change — New label printer rollout at Chittagong Depot

Step1 Requested 1 day ago

Opticnal comment (required for reject

@ INC-2026-00042 — Request accounts for warehouse intake new hires — Chittagong Depot

Step1  Urgent Requested 1 day ago

Optional comment (required for reject)

My approvals: requests waiting for your decision
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6. My requests (requester view)

My requests shows the tickets you raised, grouped into Open, On hold, Resolved and Closed.
Team leads can switch on Show all in org to see every request from the organisation, with
overdue items at the top. Use Raise a ticket to log a new request.

All organization requests

Submit and track support requests

QU Search by subject or ticket

resuelto.xyz

u

Overdue (20)

NC-2026-00066 + 10

Overnight database backup job failed — Khulna Warehouse

INC-2026-80188 - 18/3/2826
Printer shows paper jam but tray is clear — Khulna Warehouse

INC-2026-80019 - 18/2/2026

Proof-of-delivery photos fail to upload — Khulna Warehouse

INC-2026-80881 - 18/1/2826

Cold storage temperature alert not sending — Khulna Warehouse

INC-2826-80187 - 3/3 :
Depot VPN disconnects every few minutes — Khulna Warehouse

NC-2026-80118

Pallet scale needs calibration — Chittagong Depot

INC-2026-80115 - 9/16/2026
Overnight database backup job failed — Chittagong Depot

INC-2026
Air conditioning tripping power in server room — Chittagong Depot

C-2026- 0006

Request standing weekly shipment report — Chittagong Depot

INC-2626-86853 - 9/12/2026
Antivirus alert on packing station PC — Chittagong Depot

842 - 9/10/2026

Request accounts for warehouse intake new hires — Chittagong Depot

INC-2026-80067 - 8/31/2026
Cold storage temperature alert not sending — Chittagong Depot

All organisation requests,

Version 2.2

[ @EENEULEN +  Raise a ticket

urgent

medium

high

high

urgent

medium

urgent

low

medium

medium

urgent

high

overdue first
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7. Knowledge base

The knowledge base holds step-by-step articles for staff and requesters.

Version 2.2

e Each card shows the title, a preview, whether it is Internal (staff only) and how many times it

was viewed.

e Click a card to read or edit the article; Archive hides an article without deleting it.

« New article opens the editor. Published articles are used by Al Copilot and by Suggest reply.

Knowledge base

Self-serve articles for staff and requesters
@ published
How to reset your portal password

f you cannot si he customer portal

tal sign-in page

email addre

22 views

Archive

D published

Printing shipping labels from the warehouse
terminal

To print shipping labels fr
Sign in to the d

account. Open t
29 views.

Archive

T published

Exporting monthly invoices

To export your mo

customer portal
choose Export CSV

57 views.

Archive

@ published

What tn dn when a sranner freezes

@ published

Requesting access for a new team member

unts. Include

& manager...

Contacting support outside business hours

esk works Sunday t ay, 00:00-

e those hours: from the
s queued for the next business day. For...
Intemnal 99 views
Archive

@ published

Setting up email on your phone

To ork mailbox to y Install your
compa roved mail app from the managed app
store. Add an account with your full work email address.
64 views
Archive

Rnnkina a nickun thronah the nartal

D published

Tracking a shipment online

To track a shipmen to the customer po

open Shipments. 5 y consignment number, order

reference or destinatio

50 views

Archive

D published

Connecting to the depot VPN

Depot laptaps c: ffice over the

Connect to the
the VPN client;

dock the lapt

profile Meridian Depot is.

Internal 386 views

Archive

@ published

Using the fleet dashboard

The fleet dashbo
Fleet from the p

vehicles; click on ignition and last scan
71 views

Archive

@ published

lInderstandinn delivery statius rodes

Knowledge base articles with view counts

resuelto.xyz
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8. Al Copilot

Al Copilot answers questions using only your published knowledge base, so answers stay
consistent with your own procedures. Type a question and press Enter. If the knowledge base
does not cover a topic, add or update an article so the next answer is better.

Al Copilot

Grounded answers from your published knowledge base

Conversation

Hi! Ask me anything — I'll answer only using your knowledge base.

How do | track a shipment for a customer?

How to track a shipment
To track a shipment, follow these steps [Tracking a shipment online]:

1. Sign in to the customer portal and open Shipments
2. Search by consignment number, order reference or destination
3. The timeline shows each scan event; the map shows the last reported vehicle position

4, Choose Subscribe to receive email updates at each status change

Note: Positions update every five minutes while the vehicle is moving. If the position is more than two hours old, raise a ticket so we can check the tracker
[Tracking a shipment online]

(D Tracking a shipment online

Ask a question...

Al Copilot: answers grounded in your knowledge base
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9. Assets

Assets is your configuration database (CMDB): hardware, network equipment, software and
licences, each with a tag, serial number and status (assigned, in stock, in repair). Link assets to
tickets so agents can see an asset's history. Use Add asset to register new equipment.

Assets
CMDB

hardware, software, licenses

TAG NAME TYPE SERIAL STATUS

uL-2815 Raspberry Pi temperature gateway hardware SN-2026-2016 assigned
ML-2087 Zebra TC52 handheld terminal hardware SN-2026-2007 in_stock
ML-2615 Hikvision 16-channel NVR hardware SN-2026-2015 assigned
ML-2888 HP LaserJet Pro M404 hardware SN-2026-2008 assigned
ML-20812 Fleetio fleet management licence software SN-2026-2012 assigned
ML-2096 UniFi U6-Pro access point network SN-2026-2006 assigned
ML-2818 APC Smart-UPS 1500 hardware SN-2026-2010 assigned
ML-2013 TallyPrime Gold accounting licence software SN-2026-2013 assigned
ML-2017 Star Micronics TSP143 receipt printer hardware SN-2026-2017 in_stock
ML-2082 Honeywell CT45 warehouse scanner hardware SN-2026-2002 assigned
ML-28a5 Lenovo ThinkPad T14 (IT pool) hardware SN-2026-2005 assigned
ML-2023 Cisco ISR 1100 depot router network SN-2026-2003 assigned
ML-2011 Microsoft 365 Business Premium (50 seats) software SN-2026-2011 assigned
ML-2818 FortiGate 60F firewall network SN-2026-2018 assigned
ML-2814 Bitdefender GravityZone (60 endpaints) software SN-2026-2014 assigned
ML-2004 Dell OptiPlex 7010 dispatch workstation hardware SN-2026-2004 in_repair
ML-20€1 Zebra ZD421 label printer hardware SN-2026-2001 assigned
HL-20889 Synology RSB22+ NAS hardware SN-2026-2009 assigned

Assets: tag, name, type, serial and status
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10. Changes

Changes tracks planned changes to systems, from draft to completion.

e Approvals awaiting you appears at the top if you are an approver.

Version 2.2

¢ All changes shows each change with its risk (low, medium, high) and state: draft, pending
approval, approved, implementing, completed or rejected.

e Calendar shows scheduled changes so you can avoid clashes and blackout windows.

« New change starts a change request with plan, risk, schedule and approvers.

Changes

Plan, approve, and track infrastructure changes

Approvals awaiting you

New label printer rollout at Chittagong Depot

medium risk

All changes

§” Enable SSO for the customer portal

£ Replace HQ UPS batteries

£ Migrate quotes mailbox to shared workspace
5* Upgrade depot firewall firmware

5° Resize ticket database storage

& New label printer rollout at Chittagong Depot

B Calendar

X Reject

medium completed

high

medium

Changes with risk and state, and approvals awaiting you

resuelto.xyz

medium rejected

" Approve

+ New change

low draft

implementing
low | approved

pending approval

Page 14



Resuelto - User Guide

11. Reports

Version 2.2

Reports shows tickets by status, your average customer satisfaction (CSAT) and Al insights:

click Generate for a short analysis of emerging issues, knowledge-base gaps and

recommendations.

Report builder lets you pick a data set, filter, group and chart it, then save the report or export

it.

Reports

Metrics and Al-generated insights

Tickets by status

32
244
16+
0
closed cancelled open pending on_hold resolved
Al insights
Click Generate to have Al analyze your metrics and surface emerging issues, KB gap

CSAT

3.96

ps, and recommendations.

Reports: tickets by status, CSAT and Al insights

resuelto.xyz

¢ Genemate
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Query report builder

+ New Save
Pick a data set, filter it, group it and chart it — then save or export.

Saved reports Columns
- Woskly ikt vlume by by mpst el Coegary Oepament Askes et
- category B Customer account Time spent (min) SLA breached Resolved Closed
Tickets - shared
[ Agent resolution times &
Tickets - shared
Filters =+ Add filter
Created ~ in last N days hd 7 o)
Definition
Name
Weekly ticket volume by category Results (16 rows) &, csv
Data set .
4
Tickets ~
Group by 34
Category ~
24
Metric
Count hd
" I

Report builder: filter, group and chart your data
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12. Live chat

Requesters can chat with your team from the public support centre. Live chat lists active and
waiting conversations; click one to reply. A chat can be turned into a ticket so nothing is lost;
Chat-to-ticket settings control when that happens.

Live chat & Chat-to-ticket settings
nversations started fror ur public support centre
Conversations Rumana Akhter shipping @ptm.example.com £ Convert to ticket ® Cose
Rumana Akhter m

Pickup booking reference not received Aumana Akhter

B Hi, | booked a pickup an hour ago but never got the booking reference email.

Hello Rumana, let me check that for you. Can you confirm the pickup address?

Aumana Akhter

Plot 14, Gazipur EPZ

0
2

Found it — the confirmation email was queued but not sent. | have re-sent it; reference

3
&
!

should arrive within five minutes.

0
a

Farhana Yeasmin

nvoice c jest

9/26/2026. 4

Type a reply.. <

Live chat conversations
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13. Field service

Version 2.2

Field service schedules on-site visits. Use Schedule visit to pick the customer, site, technician
and time; technicians record the work done on site, and the visit links back to the ticket.

Field service

Schedule site visits, dispatch technicians and record on-site work

Cb Replace faulty label printer head

10/18/2026, T:41:1 A @ Plot 14, Gazipur EF;

Arif Hasan - Shahriar Kabir (+880170000020

Work completed and verified with the site contact

Cb Install additional access point in loading bay
10/20/2026, 7:41:13 PM ® CEPZ Road, Chittagong

Sabbir Ahmed - Tanvir Chowdhury (+8801700000302)

Work completed and verified with the site contact

Cb Quarterly UPS maintenance

10/22/2026, 7:41:13 PM @ Karwan Bazar, Dhaka

Fahim Islam - Mahmudul Hasan (+

Work completed and verified with the site contact

(b Calibrate pallet scales

10/24/2026, 7:41:13 PM @ Tejgaon Industrial Area, Dhaka

Arif Hasan : Dr. Fanid Uddin (+8801700000304

Dispatch 3] Checkin  Cancel

All statuses + Schedule visit

——

Cb Survey for new CCTV camera

10/26/2026, 7:41:13 PM @ Khuina Sadar, Khuina
Sabbir Ahmed - Rakib Hossain (+8801700000305

Dispatch ] Checkin  Cancel

resuelto.xyz

scheduled

Field service visits
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14. Your profile and security

Profile shows your account security:

 Two-factor authentication: add an authenticator app (Google Authenticator, 1Password,
Authy and similar). Administrators must use two-factor.

« Sign-in activity: your last 20 sign-in and security events. If you see something you don't
recognise, change your password and tell your administrator.

Profile & Security

@ Two-factor authentication

Add an authenticator app (Google Authenticator, 1Password, Authy) for a second sign-in step

Authenticator 2026-10-23 ®  Remove
i

D Sign-in activity

ent authentication events on your account (last 20

mfa enrolled totp

Profile & Security: two-factor and sign-in activity
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15. Getting help

e Search the knowledge base or ask Al Copilot first.

e Ask your Resuelto administrator about access, roles and settings.
e Product questions: visit resuelto.xyz.
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