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About Sabris

« Founded in 1994 in Czech republic

« Has nearly 250 employees in CZ, SK and RU (Brno, Praha,
Olomouc, Bratislava, Moscow and Ekaterinburg)

e Mostly uses Windows and SAP technologies
« Focused on system integration, shared services

» Provides tech support for its clients




TIM — ticket incident manager

» Support/ticketing online interface built by Sabris
« Two types of tickets: support or development
« Support (SLA): to solve problems of existing software, debug

« Development: to create new feature, change functionality
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» Support/ticketing online interface built by Sabris
« Two types of tickets: support or development
« Support (SLA): to solve problems of existing software, debug

- Development: to create new feature, change functionality




Ticket in TIM

saisTM m———
4 7081] | [Gionos]

O novy tiket

Vytvofit souvisejici tiket | | Trackery (1) | | Tisk | | Tisk

Inbox (3) Tiket 157836, K35-1008: Znovu zauétovani plateb reverzovanych plateb z GAPA
Inbox SLA (0)

& outbox
B vyniedavani
3] pian siuzeb podpory | Tiket (157836 | [K35-1008: Znovu zauttovani plateb reverzovanych plateb z GAPA g

Konfakty | Projekt |Ko3Tk 3.0. rozvoj | | Zakaznik ii— |
= [
= Dokumenty | status |0(]8 Nutna soucinnost | Aktuaing fesi w
O zakaznikovi | Priorita 5 =

. o
B vykazy . W
| Uroveri |Zékazn|'k
Tiket : l:l = | zadava tym |Zékazn|'k | Reditym |Sabris

| Zadavatel  ————— | Reitel ————

A Globalni prehled

® progres uzivatele | schvalovatel |m | Koordinator |

® progres | ExterniiD  |K3S-1008

| Poznamka |newfeature

¥ Filtr
| (Zakaznik) v i
[(Typprojekiu) v |&F
v &

| (Projekt)

Ticket éeka na nutnou souéinnost. Neprovadéjte na ném zadnou éinnost, dokud nebude souéinnost poskytnuta. V pfipadé dotazu kontaktujte koordinatora ticketu.

I a To-do ﬁZubmz'ﬂ vie

R R Kraus Jakub MNapsani obslusne tridy pro komunikaci s POSMAN API Resitelsky tym 07.11.2019 11:25.05
a Kraus Jakub ($1628) R 4 | A | 7 adavatel ticketu Prosba o soucinnost Soucinnost (zadavatele) | 08.11.2019 13:03:54

ﬁ Zapnout zakaz_ viditelnost
ﬁ Osobni nastaveni

I A Chat T8 sefadit strukiurované [ viozit komenté_ﬂ’# VioZit to-do # Zobrazit / skryt interni komentafe




Data Browser: Tabulka /SBR/TIM _TICKETA
HP2& L BRI &FTFP

co
co
co
co
co
co
co
co
co
co
co
cs

cs

cs

[# 0000011032 010

0000011032 010
0000011032 010
0000011032 020
0000011032 010
0000011032 010
0000011032 010
0000011032 020
0000011032 060
0000130221 010
0000130221 020
0000130221 030
0000130221 030
0000130221 040
0000128910 010
0000128910 020
0000128910 020
0000128910 010
0000128910 010
0000128910 020
0000124301 010
0000124301 010
0000124301 020
0000006345 010
0000006345 010
0000006345 010
0000006345 020
0000006345 010
0000006345 020
0000006345 060
0000018453 010
0000018453 010
0000018453 010
0000018453 010
0000018453 010
0000018453 010

o

(]

200 nal.objekti

Q@ AITRT EHEH4w

5L TICKET_TYPETICKET_ID TICKET_STATUS TICKET_PRIORITY CUSTOMER_ID TICKET_DESC

B B R R R W W W W W W W W W W W W W W W WRNRNRNMNRNWWWW W W W W W

2000000724
2000000724
2000000754
2000000754
20000007354
2000000754
2000000754
2000000754
2000000754
2000000724
2000000724
2000003912
2000003912
2000003912

nékolkandsobné proplaceni CP
nékolkandsobné proplaceni CP
nékolkanasobné proplaceni CP
nékolkandsobné proplaceni CP
nékolkandsobné proplaceni CP
nékolkandsobné proplaceni CP
nékolkandsobné proplaceni CP
nékolkanasobné proplaceni CP
nékolkandsobné proplaceni CP

integracni testovani 2013_09 - 17.9.2013
integracni testovani 2013_09 - 17.9.2013
integracni testovani 2013_09 - 17.9.2013
integracni testovani 2013_09 - 17.9.2013
integracni testovani 2013_09 - 17.9.2013
128475 - Testovani v prib&hu vyvoje
128475 - Testovani v prib&hu vyvoje
128475 - Testovani v prib&hu vyvoje
128475 - Testovani v priib&hu vyvoje
128475 - Testovani v prib&hu vyvoje
128475 - Testovani v prb&hu vyvoje
Faktura 1206315 - chyba pfi dokoncovani workflow
Faktura 1206315 - chyba pfi dokonéovani workflow
Faktura 1206315 - chyba pfi dokonéovani workflow
Tvorba ceniku a prehled odbérateld pro RZ
Tvorba ceniku a prehled odbérateld pro RZ
Tvorba cenku a piehled odbérateld pro RZ
Tvorba ceniku a prehled odbérateld pro RZ
Tvorba ceniku a prehled odbérateld pro RZ
Tvorba ceniku a prehled odbé&rateld pro RZ
Tvorba ceniku a prehled odbérateld pro RZ
Logo na objednavkovém formulafi pro DE
Logo na objednavkovém formulafi pro DE
Logo na objednavkovém formulafi pro DE
Logo na objednavkovém formulafi pro DE
Logo na objednavkovém formulafi pro DE
Logo na objedndvkovém formulafi pro DE

TICKET_TEXT
Pokud se proplati nezalictovany cest'ak (vyplaceno VND), pak v ném dojde k Gpravé castky, lze jej nasledné bez upozornéni znovu pr

Byly provedeny prvni dpravy programu pro kontrolu jiz odeslych plateb.

Dobry den,prosim o otestovani. Program pro vyplatu zavazk( z cestovnich ndhrad - transakce ZHRBP - byl zméné nasledovné:
Reklamace chybné funkcionality. Cest'ak se zménou, ktery nebyl nkdy vyplacen, proplac se pouze zména. Pokud byla zména 0, nezap
Cesta 100000111, u osobniho &sla 5469 neni provedeno vyplaceni VND — nelze zafadit do platebnho b&hu. Je zde vytvofen Gcetni b
Report pro platbu CN byl upraven nasledovné:- pfibylo rozigeni na normalni a extra reZim- pokud se zvoll extra rezim, je

- Bylo upraveno opravnéni pro likvidatorky, ty nemaji k extra reZimu pfistup.- Postup je nutné opakovat 1x pro realné zapla

Problém vyfesen. Nemél by se opakovat.

denni reseni problemu

denni reseni problemu

denni reseni problemu

denni reseni problemu

denni reseni problemu

Dobry den, FA 1206315 je ted v kroku Formaln a Gcetnl kontrola u mne. Krok patfi pani Chmelkové (chmelkoval), ale to je asij
Dobry den, FA 1206315 je ted v kroku Formaln’a Géetn kontrola u mne. Krok patfi pani Chmelkové (chmelkoval), ale to je asij
Dobry den, FA 1206315 je ted v kroku Formalni a Gcetni kontrola u mne. Krok patii pani Chmelkové (chmelkoval), ale to je asij
Cenkk pro divizi SB se tvoli v zakladnim nastaveni pouze pro divizi SP (60).Neni vytvofen automaticky i pro Sebastian (07).

Dle mého nazoru je nastaveni komplexni v aktudin verzi programd, kdy je oproti staré verzi moZné zadat na vstupu vice divizi. S
Ano, mate pravdu, takto je mozno vicenasobnym vyberem oboru nastavit potrebnou sestavu.Je to mnohem elegantnejsi reseni.
Opraveno.JP

Dobry den,na formulafi pro objedndvky, generevovaném v némciné je na druhé strané v hlavicce loho MALL.cz (viz pfilozené PDF
Pozadavek byl zaznamenan a pfedén k feSeni.

Pozadavek byl zaznamenan a pfedan k feseni.

Po Tf. dohovore posielam na 1. Kyncla. Doteraz zistené skutocnosti:1. Problém vznikne pri zmene objedndvky?2. Pri takom

Byla trochu opravena logika formuldie v pfipadé zmény. Prosim o dikladné otestovani.Veskeré texty jsou otdzkou pfekladu - viz.
Retest po oprave, zisteny stav/chovanie zmien:1. preklady pre jazyk DE: okno "CHG_TXT_HDR" - "Valtoztatott mezik
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2 |HELPDESK Faktura 12 Dobré den
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nRkolikan Pokud se proplat” nezat#tované cess k (vyplacena VND), pak v nRi0.1.1900 0 0.1.1900 0:00

nRkolikan sobn, proplacen” CP
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integracni dennirese 1240
128475 - Testovn™ v HD.149
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integracni denni rese

Faktura 12 Dobré den
Faktura 12 Dobré den
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Tvorba cen”ku a pyehled odbRratel... pro RZ
Tvorba cen”ku a pyehled odbRratel... pro RZ

Tvorba cer Dle m,ho
Tvorba cer Ano,

Probl,m vyyecen. NemRI by se opakovat.

0.1.1900 0 0.1.1900 0:00

Byly provedeny prvn” +pravy programu pro kontrolu ji§ odecléch ¢ 0.1.1900 0 0.1.1900 0:00

0.1.1900 0 0.1.1500 0:00

Reklamace chybn, funkcionality. Cesé k se zmRnou, které nebyl nil 0.1.1900 0 0.1.1900 0:00

0.1.1900 0 0.1.1900 0:00
0.1.1900 0 0.1.1500 0:00
0.1.1900 0 0.1.1500 0:00
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0.1.1900 0 0.1.1500 0:00
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20130917 081 312
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HD300009
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HD300009
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HD300009
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20080 415 173 228 51106

20 080 415 174 450 51106

20 080 424 152 946 S1082

20 080430 100 725 S1082
20080 731 112 242 C000174
20080 731 113 139 C000174
20 080 818 155 258 51082

20 080 820 185 945 51082
20081 103 113 856 C000174
20130919 081 607 S1315
20130927 081 921 S1315
20130927 084 810 CO00004
20130927 094 126 S1315
20130927 094 319 51315
20130515 141 816 S1125
20130612 135 507 51089
20130 620 080 937 S1125
20130620 133 950 S1125
20130910 114 923 51268
20130910121 008 51125
20120 627 082 328 C000357
20120627 093 651 C0O00357
20120 627 094 034 51183
20050 707 065 723 HD300009
20 050 707 065 741 HD300009
20 050 707 151 339 S1005
20050 709 200 648 51011

20 050 710 155 859 HD300009
20050 710 185 347 S1011
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20100 818 072 742
20100 818 072 742
20100 818 072 743
20100 818 072 743
20100 818 072 743
20100 818 072 743
20100 818 072 743
20100 818 072 743

ARCHI

51125
51125
51125
51125
51125
51125
51125
51125

20100 818 072 743 51125
20130927 081 921 S1315
20130927 084 810 CO0O0O!
20130927 094 126 S1315
20130927 094 319 51315
201531 010 111 906 COOOO!
20130612 135 507 S1089
20130 620 080 937 51125
20130 620 080 940 S1125
20130620 134 016 S1125
20130910 121 008 S1125
20130910 121 019 51125
20120627 082 737 S1141
20120 627 094 034 51183
20120 627 094 956 C0003
20100 720 074 915 51125
20100 720 074 915 51125
20100 720 074 915 51125
20100 720 074 915 51125
20100 720 074 915 51125
20100720 074 915 S1125
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Preprocessing




Preprocessing (1)

« Timestamp format correction

«Projection (we do not need all the fields)

Labeling states (we only had codes)
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2000004792 51069
2000004792 51069
2000003367 51069
2000003367 51069

2000003367 HELPDESK

2000004634 51117
2000000891 s1117
2000000891 s1117
2000002422 51107
2000003367 S1113
2000003367 51113

2000000754 HELPDESK

2000002821 51113

2000002821 HELPDESK

2000000891 s1117
2000004634 51117
2000004634 S1117
2000003367 51113
2000003367 51113
2000000672 51113
2000000672 51113
2000002821 51113
2000002821 S1113
2000002821 51113
2000002821 51113
2000000072 51203

2000000072 HELPDESK
2000000922 HELPDESK

2000003621 51156
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1299
1299
1173
1173
1176
1265
1043
1043
1387
1173
1173
1002
1166
1166
1043
1265
1265
1173
1173
1135
1135
1166
1166
1166
1166
1227
1227
1024
1007

15.10.2013 7:31 C0O00047
11.12.2013 13:49 C0O00047
16.10.2013 8:46 C000423
16.10.2013 8:46 C000423
31.12.2013 10:42 C0O00038
30.12.2013 8:50 51117
23.12.2013 11:08 C000133
23.12.2013 11:08 C000133
26.11.2013 10:04 C000525
17.12.2013 12:06 C0O00045
17.12.2013 12:06 C0O00045
30.12.2013 14:14 C000002
30.12.2013 10:15 C000169
30.12.2013 10:15 C000169
18.11.2013 15:46 C000133
30.12.2013 8:50 51117
30.12.2013 8:49 51117
2.12.2013 9:19 C000423
2.12.2013 9:19 C000423
30.9.2013 8:20 C0O00110
30.9.2013 8:20 C0O00110
16.12.2013 6:47 C000170
16.12.2013 6:47 C000170
4.12.2013 12:20 C000170
4,12.2013 12:20 C000170
27.12.2013 9:37 C000304
27.12.2013 9:37 C000304
27.12.2013 11:01 C000107
26.9.2013 7:58 COONO25

CREATED_ CHANGED_AT

31.12.2013 13:33 S1069
31.12.2013 13:33 S1069
31.12.2013 13:18 S1069
31.12.2013 13:18 51069
31.12.2013 10:42 C0O00038
31.12.2013 8:51 51117
31.12.2013 7:13 51117
31.12.2013 7:13 51117
30.12.2013 19:17 C000525
30.12.2013 18:10 51113
30.12.2013 17:36 51113
30.12.2013 15:06 51252
30.12.2013 10:19 S1270
30.12.2013 10:15 C000169
30.12.2013 8:58 51117
30.12.2013 8:50 51117
30.12.2013 8:49 51117
28.12.2013 20:55 51113
28.12.2013 20:55 S1113
28.12.2013 20:53 S1113
28.12.2013 20:46 S1113
27.12.2013 22:17 S1113
27.12.2013 22:16 51113
27.12.2013 22:07 51113
27.12.2013 22:07 51113
27.12.2013 11:53 S1270
27.12.2013 11:04 CO00304
27.12.2013 11:01 C000107
27.12.2013 10:00 S1163

CHANGED ARCHIVATED_AT

7.2.2014 10:03 51069
7.2.2014 9:54 51069
6.3.2014 14:14 C000423
31.12.2013 13:18 51069
31.12.2013 11:53 51302
14.1.2014 9:44 51117
6.3.2014 9:39 C000133
31.12.2013 7:13 51117
2.1.2014 9:15 S1203
17.1.2014 12:38 C000045
30.12.2013 18:10 51113
30.12.2013 15:18 51125
30.12.2013 10:57 51270
30.12.2013 10:19 51270
6.3.2014 9:34 C000133
30.12.2013 8:51 51117
30.12.2013 8:51 51117
12.2.2014 15:08 C000423
28.12.2013 20:55 S1113
2.1.2014 8:42 C000111
28.12.2013 20:53 S1113
22.1.2014 5:00 C0O00170
27.12.2013 22:17 51113
22.1.2014 5:00 C000170
27.12.2013 22:07 51113
3.1.2014 11:58 51203
27.12.2013 11:53 51270
27.12.2013 11:50 51270
29.12.2013 7:52 C0OON0O25

Solving
Solving
Solved
Solving
Solving
Solving
Solved
Solving
Solving
Solved
Solving
Solving
Solving
Solving
Solved
Solving
Solving
Solved
Solving
Solved
Solving
Solved
Solving
Solved
Solving
Solving
Solving
Solving
Solving
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Preprocessing (2): Anonymization
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TICKET_ID TICKET_STATUS status_name TICKET_PRIORITY

130699
131471
130733
130733
131638
131632
131621
131621
131240
131560
131560
131635
131633
131633
131122
131632
131631
131302
131302
130374
130374
131517
131517
131354
131354
131627
131627
131628
120350

10 Solving
10 Solving
20 Solved
10 Solving
10 Solving
10 Solving
20 Solved
10 Solving
10 Solving
20 Solved
10 Solving
10 Solving
10 Solving
10 Solving
20 Solved
10 Solving
10 Solving
20 Solved
10 Solving
20 Solved
10 Solving
20 Solved
10 Solving
20 Solved
10 Solving
10 Solving
10 Solving
10 Solving
10 Solvine
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CREATED_AT

15.10.2013 7:31
11.12.2013 13:49
16.10.2015 8:46
16.10.2013 8:46
31.12.2013 10:42
30.12.2013 8:50
23.12.2013 11:08
23.12.2013 11:08
26.11.2013 10:04
17.12.2013 12:06
17.12.2013 12:06
30.12.2015 14:14
30.12.2013 10:15
30.12.2013 10:15
18.11.2013 15:46
30.12.2013 8:50
30.12.2013 8:49
2.12.2013 9:19
2.12.2013 9:19
30.9.2013 8:20
30.9.2013 8:20
16.12.2013 6:47
16.12.2013 6:47
4.12.2013 12:20
4.12.2013 12:20
27.12.2013 9:37
27.12.2013 9:37
27.12.2013 11:01
2602013 758

CREATED_BY CHANGED_AT

3

31.12.2013 13:33
31.12.2013 13:33
31.12.2013 13:18
31.12.2013 13:18
31.12.2013 10:42

31.12.2013 8:51

31.12.2013 7:13

31.12.2013 7:13
30.12.2013 19:17
30.12.2013 18:10
30.12.201317:36
30.12.2013 15:06
30.12.2013 10:19
30.12.2013 10:15

30.12.2013 8:58

30.12.2013 8:50

30.12.2013 8:49
28.12.2013 20:55
28.12.2013 20:55
28.12.2013 20:53
28.12.2013 20:46
27.12.2013 22:17
27.12.2013 22:16
27.12.2013 22:07
27.12.2013 22:07
27.12.2013 11:53
27.12.2013 11:04
27.12.2013 11:01
2712 20131000

CHANGED_BY
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Preprocessing (3): Adding state O

X~ fe | TICKET_ID

A B | ¢ | b | E F | G
TICKET_ID TICKET_PRIORITY STATUS_C STATUS_N CHANGED_AT CHANGED_BY
130699 0 Created 15.10.2013 7:31 3
131471 0 Created 11.12.2013 13:49
130733 0 Created 16.10.2013 8:46
130733 10 Solving 31.12.2013 13:18
131638 0 Created 31.12.2013 10:42
131632 0 Created 30.12.2013 8:50
131621 0 Created 23.12.2013 11:08
131621 10 Solving 31.12.2013 7:13
131240 0 Created 26.11.2013 10:04
131560 0 Created 17.12.2013 12:06
131560 10 Solving 30.12.2013 17:36
131635 0 Created 30.12.2013 14:14
131633 0 Created 30.12.2013 10:15
131633 10 Solving 30.12.2013 10:15
131122 0 Created 18.11.2013 15:46
131632 10 Solving 30.12.2013 8:50
131631 0 Created 30.12.2013 8:49
131302 0 Created 2.12.2013 9:19
131302 10 Solving 28.12.2013 20:55
130374 0 Created 30.9.2013 8:20
130374 10 Solving 28.12.2013 20:46
131517 0 Created 16.12.2013 6:47
131517 10 Solving 27.12.2013 22:16
131354 0 Created 4.12.201312:20
131354 10 Solving 27.12.2013 22:07
131627 0 Created 27.12.2013 9:37
131627 10 Solving 27.12.2013 11:04
131628 0 Created 27.12.2013 11:01
26.9.2013 7:58
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TICKET_ID TICKET_PRIORITY STATUS_C STATUS_N CHANGED_AT *

15.10.2013 7:31
11.12.2013 13:49
16.10.2013 8:46
31.12.2015 13:18
31.12.2013 10:42
30.12.2013 8:50
23.12.2013 11:08
31.12.2013 7:13
26.11.2013 10:04
17.12.2013 12:06
30.12.2013 17:36
30.12.2015 14:14
30.12.2013 10:15
30.12.2013 10:15
18.11.2013 15:46
30.12.2013 8:50
30.12.2013 8:49
2.12.2013 9:19
28.12.2013 20:55
30.9.2013 8:20
28.12.2013 20:46
16.12.2013 6:47
27.12.2013 22:16
4.12.2013 12:20
27.12.2013 22:07
27.12.2013 9:37
27.12.2013 11:04
27.12.2013 11:01
26.9.2013 7:58
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Conclusion

 Productivity is increasing in 2015 and 2016
e Tickets are being created in batches
e Increase in number of employees (top increase in 2014 and 2015)

« Anomalies around Christmas — lower productivity, less or no new
tickets

« Big modification of workflow in 2016 — many new states
* Not all states are used

 Not all states are being archived




