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INntroduction to Glitch version 5.0

Glitch is a powerful module in the Operations product suite. It enables hotels to capture, track,
investigate, and satisfactorily close general operational incidents or incidents that have caused an
inconvenience to guests due to breakdowns in the service provided. This complaint tracking system
gives hotels complete control over their guest services and prevents slipups from repeating.

Note: Some functions are PMS-dependent and might not work as described. Consult with your IT
Manager for more information.

For information on how to use Mobile, see the Mobile User Guide.

Launch an internet browser for an engaging and interactive experience. (Google Chrome or Mozilla
Firefox are recommended.) To begin using the system, go to login.knowcross.com or use the method
communicated by your IT Department.

Logging in to Glitch

Logging in
1. Inyour browser, enter the URL in the address bar:

https://login.knowcross.com/

(For quicker and direct access, you can save this link on your desktop).

2. Onthelogin screen, enter your Property Code, Username, and Password.

The home screen opens to the Glitch console screen that is set up for your property.


http://www.login.knowcross.com/
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Home screen

On the home screen, the property name of the system appears at the center of the screen, followed by
the screen name below it. On the right side, the username is displayed with 3 icons:

0 7 A

Pater Jones
g A

User icon

Select this icon to view the below options

- Profile

&t Shift Details

# Change Password
¢ Logout

Settings

B Property

& Language
Messaging

& Send Message
Legal

U Privacy Policy

B Terms of Use

Profile: Select to view department, designation, and communication device information. Select the
PC Alert Notification Sound checkbox to enable sound for notifications on PC.
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My Information x
Username Peter Jones
' 1' Department Front Office
- r-
- Designation Resident Manager
o

Select the
checkbox to get

Communication Devices

Device Type Device Number Is Enabled
an audible alert
on your PC

PC v
Maobile App L4

PC Alert Notification Sound m

Shift Details: Log in to your shift and make yourself available for auto job assignment or log out from
your shift. (Multi-property users can make their shift changes for multiple or all properties from here.)

This provides an easy view of the assigned properties, pending jobs, and sections allotted to a staff
member in different properties.

Staff can also log in/log out from the shift on this screen.

Note: If your property does not use Service, you only have access to On Duty Status alerts.

shift Detail X
Property Guest Jobs Staff Jobs Mapped to Sections Status
SNSB 0 0 2
s SCHO 0 ] 2
4 SLES 0 1 Front Office a
(oo

Change password: Select to change the password. Enter the existing password and then the new one.

Logout: Selecting this option opens a Confirmation dialog box to end the shift.

Confirmation

Do you want to end shift as well?
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Property: For users with a multi-property version of the Operations suite, use this option to switch to
another property within the same chain. This icon is visible only if you have the required permissions
for more than one property.

Language: Multilingual users can switch language options from this icon.

Send Message: You can send a message to any staff member or preconfigured group from the home
screen. The message will be received on the communication device assigned to the staff member. You
can change this device in the Shift Setup module.

Note: The Send message feature is only available on desktop. Messages can be received on all
devices but only sent from the desktop.

Privacy Policy: This icon opens a separate page that displays the privacy policy.

Terms of Use: This icon opens a separate page that displays terms and conditions.

Note: You can only end a shift if there are no jobs assigned to your user ID.

Connection service

The connection service # icon shows you whether the software is functioning correctly. If this icon is
green, it means that the system is functioning correctly. If this icon is red, it means that a connection is
not working as expected. This could mean that there is an internet connectivity or interface
connectivity issue. Refresh your browser. (Typically, you can press F5 to refresh your connection.) If
this does not work, contact your IT department.

Notifications pane
Select to view notifications. #

This shows the most recent notifications. New notifications are shown in bold. Select a message to
open the full details window.

- Peter lones o Vi ‘

Notifications x

nbox | Dismiss All

&, Job No 69 Location Name 1042 Job Description EJ
Ac thermostat not working ...

fello T30 - Lall Llosed - Feter lones

El Job No 70 Location Name 1024 Guest Name Ba
Mr. George Clooney Call Descr ...

- Lall Assignment - Feter )

o

The Inbox shows all received messages, with options to search for specific ones or filter by types.

Once the Inbox screen opens, you can view various type of messages, including Assigned Jobs,
Delayed Alerts, Enterprise Alerts, PMS Alerts, and so on.

The default view displays all messages unless you choose to filter to a specific type using the Alert
Type drop-down menu.
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B~ AlEvent Types

« 1 » = Totalrecords: 3

LA

X] 07/12/2018 10:57  Call Assignment

07/12/2018 1055 Call Closed

07/12/2018 1050 Call Assignment

[ o

Peter Jones

JOB ASSIGN

JOB CLOSED

CALL ASSIGN
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Job No 70 Location Name 1024 Guest Name Mr. George Clooney Call Description TV no sound Priority Xtra Urgent Maximum Response Time 30.0 Job Reg
rrrrr s Oceans 11 has n
Job No 69 Location Name 1042 Job Description Ac thermostat not working Priority Normal Maximum Response Time 30.0 Property Name Knowcross US

Call No 69 Location Name 1042 Guest Name Call Description Ac thermostat not working Priority Normal Maximum Response Time 30.0 Call Reg remarks Set to
22¢ Property N ...

Drop down

Unread

messages will

remain in bold

Note: The alerts are read-only; therefore, no action can be performed from the inbox screen. By
default, the screen shows unread messages for the last three days only; however, the number of days
can be changed on the backend with the help of the IT department.
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Clitch registration

Registering a new glitch
1. Select the second icon from the left navigation section to view all the options under Glitch.

2. Select New Glitch from the displayed options.

The Glitch registration screen opens in the same browser window.

m KNOW Glitch

New Glitch

Glitch Console

Pre-arrival '® In house Checked out Visitor Staff

l 111 - Mr. Maryam Al 5haghaa X -
Q .
e
- 2019/02/06 07:50 PM
:_ Air conditioning X -
o Af Ctoo cold ¥ w

“ Room is cold, AC is only blowing cold air

é
:_ Disappointad x -
-
‘!_ = | Shilpa Dixit X -

‘ = | Roni Racho X v

Mandatory fields

Pre-arrival '® In house Checked out Visitor Staff

1 111 - Mr. Maryam Al Shaghaa X -

A glitch is always associated with a name of either a guest or a staff member. Start by selecting from
the available options:

Pre Arrival Guest due to check in today or in the next few days.

In House Guest currently inhouse.
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Checked Out  Guest checked out since the interface was activated.
Visitor Opens field for registering the visitor in Glitch.
Staff All configured hotel employees.

The names of the guest/staff automatically change depending on your choice of filter.

Note: If you have a multi-property installation, you can change property first. The number of days for
pre-arrival data depends on your interface configuration.

When an In house guest name is selected, a window displays the relevant guest details received from
the PMS.

Guest details

111 - Mr. Maryam Al Shaghaa
ﬁ § 11.01.19 00:00 - 12.03.19 00:00

-

3 Adults 000

Change image

a i1 &) B
Reservation nfo lobs Glitches
46847663
43295728
Inhouse

E1K

425

EB

NON REFUNDABLE NON CANCELLABLE AS PER EARLY BOOKER

For all the Visitor guest types, Glitch prompts you to enter one of the contact details of the guest.

Pre-arrival In house Checked out ® Visitor Staff

Title First name* Last name®

Address

From the drop-down box, select the incident location. This can be the same location where the guest
is staying or any other location in the hotel, as configured in the system. It does not need to match the
room number.
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| Q@ |1 |

Update the incident date and time. The default is the date and time when you started the registration
process. It is best to try to make this information as accurate as possible.

el
- 2019/02/06 07:50 PM

Select the relevant glitch description that best describes the issue. After selecting the glitch
description, the category and description automatically updates. Use the Remarks field to further
explain the issue.

— | Airconditioning
'0' A/ Ctoo cold

“ Room is cold, AC is only blowing cold air

If appropriate, you can also attach pictures, PFDs, or Word documents to the glitch by selecting the
paperclip icon.

Optional fields

— Disappeinted

_!_ x | Shilpa Dixit

O = Roni Racho

Guest Temperament indicates how the guest reacted to the incident—for example, whether the guest
was calm or angry.

Note: Temperament is only available for guest glitches, not for staff glitches.

Staff involved allows you to link staff members to the incident. To add multiple staff names, click Add
and continue. ()

Tag Staff allows you to alert specific staff members to this glitch. They will then receive all following
updates. Enter the name and use the Add and continue button to select more as required.
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Clitch registration confirmation

When all the fields have been completed, select Register to register the glitch. The confirmation box
displays the glitch number and other details.

Glitch Status &
Number

Glitch Open
Remarks

& Glitch registered successfully
Confirmation

@ 3 Q111 A/ C too cold J Room is cold, AC is onl..,
& Mr. Maryam Al Shaghaa Shilpa Dixit

Incident Location, Guest Glitch description,

The traffic light tells you:

Green Glitch has been successfully registered .
Grey Glitch with the same description for the same location already exists in an
open status and has not been accepted to prevent duplications.

The other fields mean the following:

Glitch No Every glitch gets a tracking number, which resets to 1 at the beginning of each
month.

Incident Location Location where the incident occurred.

Guest Name Name of the guest to whom the glitch is registered.

Glitch Description Job description.

Staff Involved Name of the staff member(s) involved.

Remarks Remarks added to the glitch.

By selecting the glitch description in this confirmation window, a detailed glitch report opensin a new
tab with all details for easy printing.
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Gliteh console

The Glitch console allows you to view all the glitches that have been registered, take actions by
updating the status and other remarks, and review recently closed statuses and remarks. Glitches will
remain accessible on the console for as long as they are open. Closed glitches can be reviewed for 31
days on the console.

KNOWERDOSS Training Hotel ~ Ahamed lvankin o

rd
GLITCH CONSOLE

Al OPN  CLS
My view > e @ a9

No grouping % A ¢ P

# Updated date/time ™ Total records: 19

L] Q223 Ste: Ahamed lvankin # Pounds 150 - Afterno & 07.021911:25
# 060219 11

& Mr. Maryam Al Shaghaa doesnt turn on

Q103 A/Ctoo cold Amnash Reiymkulov @ controller checked, it.. % Pounds 200 - Upgrad.. & 05.02.19 14559
#20 ©31011910:12

& Mrs. Noora Al Sada
[ ] Q Beach Store B Shower Blocked sconadmin & 2601191731
#13 ©2001.1915:51

=

& ms samantha fox

Q Staff Toilets - 1 Floor A/C Controller Broken Akhil lzmigna & 260119 17:30
o I ©0901.19 14:29
d & mramatey Glover Urgent

Q105 A/C oo cold Akhil Izmigna % Pounds 20 - FruitBas.. @ 240119 14226
#12 ©2101.191413

& Ahamed Ivankin
° Q Handlebar Restaurant A/ Ctoo cold Amnash Raiymkulov @ A/C blowing cool air .. % Pounds 50 - FB Disco.. @@ 240119 1426
#15 0220119 07:57

& mr James Smith
[ ] Q110 Ameer Sokolovska @ pipes replaced. Email & 240119 14:26
#18

& Tang Ying
° Q Handlebar Restaurant WC blocked Ahamed Ivankin @ talked with guest, an.. % Pounds 50 - Comp Ni.. @ 2401.19 1425
#1 ©2201.1907:5
[ ] Hairdryer issue Akhil lzmigna % Pounds 25 - Aftemoo... @ 24.01.19 1421
#14 0210119 15:47

& Anil Bashenko
[ Q 103 A/C Controller Broken Ameer Sokolovska @ ac fixed. # Pounds 5 - Afternoon... @ 23.01.19 08:12

#16 ©22011907:57
& mrjohn smith

oy - g 9 15:58
* - 2019/02/07 04:51 PM Register [IIaEH

Q

All glitches that have been registered and are open or have been closed in the past 31 days are
available for viewing or further actions. Glitches are displayed in a card view for easy access with all
key information displayed directly on the console. Further detailed information can be obtained by
selecting a glitch.

Below is the card view of a single glitch as displayed on the console.

Glitch Status & Glitch Description, Registered by & Investigation notes Closing date, time

Number & Incident time time & remarks

o Q 554 A/C too cold Jonelle Samuel @& Guest called from roo... 4 GPB 30 - Compliment... & 12/01/2020 19:04
#36 D 11/01/2020 20:45 @ very happy on depart...
= Nicholas Boden

Incident location & Glitch Department Opening remarks ] Reported

Guest Name

Recoveries

Glitch status indicator @ Displays the status of the guest.

Glitch number #36 Displays the number of each reported glitch in a sequential order.
Attachment & Appears if an attachment is added to the glitch.

Incident Location@ Displays the location where the reported glitch occurred.
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VIP Indicator &=
Glitch Description
Incident date & time &7}
Department

Logged by

Logged date & time
Remarks

Investigation notes &
Recovery ¥

Closed date & time i
Closing remarks

GSR Conducted #

KNOW Glitch User Guide 5.0.2278 | 11

Appears if the guest has a VIP status. Red indicates VIP status.
Description of the glitch.

Date and time when the incident occurred.
Department associated with the glitch.

Name of the staff member registering the glitch.
Date and time when the glitch was registered.
Remarks entered during registration.

Notes added to the glitch.

Reported recovery and value.

Date and time when the glitch was closed.
Remarks added when glitch was closed.

Guest Satisfaction Audit was completed.

To view all possible icons, see the system legend. @

Customizing the console
The console is a highly customizable screen that can be configured to your needs. By using the below
features, you can change the view to your personal preferences.

- All OPN CLS
My view fs8) () (159)

No grouping % T P

% Updated dateftime~> < = 1 5 »» Total records: 3

Q

Glitch Status: The console can be filtered on the current status, All, OPN, or CLS. The console updates
all visible glitches with immediate effect when you select a status or refresh.

Sort Glitches: By selectingtheicon ¥ ~ | you can sort the glitches by Logged date / time, Incident
date descending, Location descending, or Updated date/time.

# Updated dateftime =

Logged date/time

ncident date desc
i

Location desc

Updated date/time

Filters: You can reduce the number of visible records by applying various filters, such as the
Description, Location, Category, or Department containing recovery or investigation notes. You can
apply multiple filters at the same time.
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Filters x
Location Department
A~
Category Description
Glitch staff

Investigation

Yes No © Ignore

Recovery

Yes No O Ignore

Record Grouping: The displayed records can be grouped based on Location, Department, Category,
or Description.

All OPN CLS

My view ¥ (158) 3) 155) Department + X Clear Grouping T ﬁ

w Front Office - 62 Record(s)

w Engineering - 31 Record(s)

w Security - 17 Record(s)

w Food and Beverage - 14 Record(s)

Q

Predictive Search: Enter a keyword, and the software provides suggestions as you type. Results
include related labels, such as Category or Guest (name).

My view ™ .%'gI; O_S:N 95_55 fron| Department & X Clear Grouping T yy
w» Front Office - 62 Re & fron Category
~ Engineering - 31 Re & fron Department
w Security - 17 Recorc CUNToE Location
Q fron Fr=s

w Food and Beverage

Q

Save View: If you have created a preferred view using a Filter, Group, or combination of the two, you
can save this view for future sessions using the Save View button. A saved view is associated with your
user profile.

My view ¥ ';“;l
4 Save view

Load view
q

Other Notification Icons: A standard set of icons is located at the bottom-right of the Console screen
to indicate the necessary information and details. ﬁ
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Legend
® Open glitch
@® Closedjob
Q@ Incident location
o Registration date-time icon
B Propertyicon
@ Incident date time
8 Recovery
B GsR
¥ Sortorder
& Staff glitch
A Notification/inbox icon
«”  Expand/collapse

© PP YGALSII

Guest icon

VIP guest icon

Attachment icon

Registration date time (indicating re-open glitch)
Glitch filter

nvestigation

Logged by

Refrash icon

Closed date / time

Connection service icon — connection service down
Connection service icon — connection service working
fine

User info

N

I
I

=

Jetails pane

When you select a glitch, this pane opens from the right-hand side of the of the Glitch console. It

displays the data about the glitch and all the transactions related to the glitch.

% Updated date/time ™ wa 1 = =» Total records: 3
[ ] Q@ 448 Security Others
#51

@ 16/01/2020 07:28
& Ms Karen Anna Riis Ped...

[ ] Q 553

Fire Alarm fa
€ 15/01/2020 13:23
& Mr Sergio Picardo

[ ] Q 108 Noise Complaint - Hotel E
© 13/01/2020 01:01

&= Philippa Walker

No grouping % T

Andrea Lichtneckerova

HSK entered the room..

Mark Csiszar

Guest smoked inside

vent...

Guest phoned recepti...

2020/01/16 02:48 PM
IaDzD,D'Hn 02:48 PM l Security

#41 (G) - Philippa Walker

L] @ 7z
Investigation

Recavery

Joao Carlos Eiras Mallet @ g1 Philippa Walker

@ C
3 108

Angry

Security Issues Noise Complaint - Hotel Event / Outlet

13/01/2020 01:01 14/01/2020 16:30
13/01/2020 01:03

Joao Carlos Eiras Mallet

(%}
(=]
R

Audit log

The top of the details screen displays the three actions you can take:

Investigate
Recovery

Close Close the glitch.

Add/Review the investigation comments.

Add/Review the reported recoveries.

Other actions such as Delete, Copy, Tag Staff, Edit, or Print can be accessed from the top-right menu.

Delete
Copy
Tag staff
Edit

Print
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The glitch details contain all information about the glitch, such as the time of registration, guest
temperament, room rate, and all actions/updates. You can view the Details tab or go directly to the
added Investigations, Recovery, or Audit Log. The Audit log shows all changes made.

#41 (G) - Philippa Walker Q
=]
i @ 7 H

Details Investigation Recovery Audit log
Philippa Walker
3 108
Angry
Security lssues Moise Complaint - Hotel Event / QOutlet
13/01,/2020 01:01 14/01,/2020 16:30
13/01/2020 01:03
Security Joao Carlos Eiras Mallet

Ma

Guest phoned reception complaining about the noise coming from printing press

12/01/2020 16:26 13/01/2020 10:34

159

Joao Carlos Eiras Mallet
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Glitch details continued:

Mo attachment(s) present

13/01/2020 01:03 Staff tagged

Joao Carlos Eiras loao Carlos Eiras Mallet

13/01/2020 01:07 Investigated & 0
Joao Carlos Eiras guest phoned reception 12:57. told her music
Al would be fineshed in about 3 min.
m

14/01,/2020 16:30 Investigated rd
Tomas Kalnutis Courtesy follow up call was made on 14.01
however no answer

Avallable actions on a glitch
A typical glitch follows this workflow:

@ Aglitchis registered. See Registering a new glitch for more information.

@ Theglitch is updated with investigation notes, which contain information for what happened
and how it was handled.

¥ Recovery is updated, if applicable, to track the financial impact of the issue.
@® Theglitchis closed, generally when the issue is resolved.

Clitch console actions: Investigate

Select Investigate to update a glitch with new remarks or steps taken. You can add as many
investigation notes as required.

Add investigation (46 | Fire Alarm fault)

Enter your remarks
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Glitch console actions: Recovery
Select Recovery to update a glitch with a new recovery or compensation. From the drop-down

options, select the offered recovery. In the Cost field, enter the value. In the remarks field, update
relevant comments and confirm.

If multiple different recoveries are given, you can create different entries for more accurate tracking.

Add recovery (46 | Fire Alarm fault) b

Select recovery option

L]

ﬂ Cancel

Glitch console actions: Close
When the glitch has been resolved, select Close to close the glitch. Select an appropriate reason and
add further detailed comments.

Close glitch (46 | Fire Alarm fault) x

Select reason

ik

Enter your remarks

n Cancel

Clitch console actions: Delete
Use the Delete option to delete the entire glitch from the system.

Caution: Once a glitch has been deleted, it cannot be retrieved.

Note: This functionality is available only for Admin users.
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Clitch console actions: Copy
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Use the Copy option to copy all fields (except the guest name) into a new Glitch Registration form. Use
the copy function if multiple guests have commented on the same incident.

Clitch console actions: Tag Staff
Use the Tag Staff option to link specific staff members to a glitch so that they can receive notifications
for all future updates or changes to the glitch. Select the checkboxes of the relevant staff members

and select Save.

Tag staff (53 | Room size)

Search

Name

Adam Cassell

Adrienn Szamel-Vigyikan

Agustina 0 Paola

Alasdair Miller

Aleksander Myhre

Aleksandra Sidorczuk

Alfred Armour

Department

Food and Beverage

Housekeeping

Front Office

Food and Beverage

Food and Beverage

Housekesping

Food and Beverage

Show selected

Designation

Bartender

Floor Supervisor

Receptionist

Assistant Breakfast Manager

FE&E Assistant

Room Attendant

FE&E Assistant

Save Cancel

Glitch console actions: Edit

Use the Edit option to change the initial registration of the glitch, such as Incident Location, Time,
Glitch Description, or Remarks. You might need to use this functionality to correct glitches if an error

was made in the initial process.

reopenit.

Note: This functionality is available only for Admin users. To edit a closed glitch, you must first

Clitch console actions: Print
Use the Print option to generate a PDF copy of the glitch, including all actions taken.

Glitch console actions: CSR

Guest Satisfaction Response—Use the GSR option to track the satisfaction of a guest with the

provided resolution. You can score one or more questions and add optional remarks.
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Guest satisfaction audit for job no. (1 | Ms Sadie Hollis)
Job description

Questions

Hope you are satisfied with the resolution offered

Guest remarks [Enter your remarks

Note: This feature must be configured and will appear only for closed glitches.

GClitch console actions: View/Edit Attachment

You can view, add, or remove attachments from the Glitch Detail pane. Select Add Attachments to
add new attachments or select the attachment you want to view.

Clitch Console Actions: Reopen

Use the Reopen option if you need to reopen a glitch for further updates. Select a reason why the
glitch is reopened and add optional remarks.

Note: A glitch that has been reopened displays a red lock icon in the console. To edit a closed glitch,
you must first reopen it.
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Reports
Use the Reports module as a management tool to identify and address operational issues across

departments. Access Reports from the Reports icon on the Home Screen.

The upper-left side of the Reports screen includes options to view various preconfigured reports,
which are classified under tabs:

e Service: Preconfigured reports.
o Glitch: Preconfigured Glitch reports.

o Utility: Reports pertaining to minibar postings, message logs, Six Sigma analyses, and
databases.

¢ Inspections: Reports for the Inspection module.

Service  Glitch  Ufility — HouseKeeping  Ins Tabs for various report
View: | i Reports vz categorles Create Report :

Report Name Frequency Next Run Time Created By Global Action

First Test Monthly 18/09/2017 10:00 G S r 0O

Glitch Analysis X G S e 0O

Glitch analysis depariment wise report [ G

Glifch analysis description wise report 1202017 10:00 [ A}

Glitch analysis descripfion wise report- Top x G » O

Glitch List Details - Gondensed G » O

Gitch Recoveries Select a Report to view - th t > o

Glitch Summary d d bl | t t ows € nex > @

an ouble select to

p— . schedule forreports | ¢

Pre-Arrival Report open it (]

topmosirecord 11111 678 def10675 011052017 @ > O

o 111 of 1 items

The screen also provides the following details:
o Report Name: Name of the report as saved.
o Frequency: Interval at which these reports are sent by emails.
¢ Next Run Time: Next scheduled time for the report auto-generation email.
e Created by: Name of the user who created the report.
¢ Global report: Whether the report is visible to other users.

e Action: View, edit, and schedule the report by using any of the icons in this column.
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Running a preconfigured report
The Reports module comes with several preconfigured reports.
To run a preconfigured report:
1. Right-click a report and select Run * .
The Run Report window appears.
2. Select the date range.
3. Select the export format (PDF, Excel, or CSV) for the report.
4. Select Run.

Run Report
(et g n i Lasi Month ~ Last Week | Yesterday = Mumber Of Days = Daie Range = All Days

From | 01/09/2017 00:00 To | 15/09/2017 14:18
Specify the
duration of report

E Excel | CSV

Specify the
Show Details format
Glitch#: 20 B Frint

Status : Cpen Description : Breakfast Queues / Walting Time
Source In House Guest Department : FaB

Reported By : Wr Jain Nitin Source In House Guest

Guest Name : Wr Jain Nitin Incident Location : 154

Temperament : Incident Time : 13/09/2017 10:44

Recovery Cost : £55555 Logged Time : 13/09/2017 10:44

Room Rate : 100 Logged By : abc10678 defi0678

Guest Location : 152 Staff Involved :

Check-In Date : 021 Previous Glitches :

Check-Out Date :

03/10/2017 00-00

Previous Stays :

5

Preferred Lang : Email : nitin22jzin@gmail com
Company : Mobile # : 919278037857
Attachments : 0 Home #:

Action Action Date And Time Logger Remarks

Open 1310912017 10:44 abc10678 def10678

Recovery 13/09/2017 11.51 mit

Airport Transfer, Recovery Amount. 55555.00, Comments:figvvvwy
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Scheduling a report
You can schedule a report to be automatically emailed.
1. Inthe Action column, select Schedule © .

e Select Add to define a new schedule.
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e Select Edit to modify and schedule an existing report schedule.

e Select Delete to remove an existing report schedule.

® schedule Definition

¥ Enable €

Frequency Name the

m ‘Weekly  Monthly Once

Select Time | 10:00

schedule

Time at which

reports should be
Report Duration

received
Current Month | Last Month |~ Last Wesek  Yesterday | NOMDe of Days | Lot odrs | All Days
Select Language
English v

Email

Select to enable
scheduling

The duration for
which report
should be
generated

Enter email address

Report Format

(Separate using semicolons
for multiple recipients)

2. When the Schedule Definition box appears, complete the fields:

o Type aname for the schedule.

o

o

O

Select the Enabled checkbox for the schedule to startimmediately.
Choose the frequency to receive the report: daily, weekly, monthly, once.
Select the time for the report delivery.

Select the duration of the report: current month, last month, last week, yesterday, or a
specified number of days only.

If this is a multilingual system, select the language in which you would like to receive the
report.

Complete the email I.D. of the recipient(s).

To enter multiple recipients, separate by semicolon and do not enter space after the semi-
colon.

Choose the report format: PDF, Excel, or CSV.

3. Select Save.
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Creating a new report

History report
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1. Inthe upper-right of the Reports page, select History to create a History report.

WL History  Analysis ‘

A window appears.

2. Create a new report by following the steps below:

o Select the Show report checkbox to view report with details.
o To save the reports, type the report name and select Save.

o Select the Global checkbox to make it visible for other users.

or filters

-

GSR Done

-«

GSR Score

-

Recovery Cost

Service Glitch Utility HouseKeeping Inspection
D Columns e Time Period | Date Range ¥
Global €@ @ From Date | 01/09/2017 00:00 © | ToDate | 15002017 14:23 o®
Glitch Related Show Details | &
ategory T
Select - @ Clear Al
epartment M Description Glitch No Guest Company GSR Done GSR Scor
Columns -
pescription T

o Select Columns to select the columns in your report.

o Select Filters to select filters for your report.

[M Columns o M Columns o
T Filters Y Filters
Glitch Related GSR Done
Category T GSR Score
Department T Guest Company
Description T Guest Email
Glitch Track Guest Locafion
GSR Done T Guest Name
GSR Score T Guest Status
Recovery Cost T Incident Date
Shift Time T Incident Location
Status T Legged By
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Click to save and
make it visible to all
users

( 1
N y/\ Select duration J
Time Period | Date Rang

closal 0 © [0 Click to
save the

report

New History Report

From Date | 01/05/2017 00:00 (© ToDate 25/02/2017 11.39 [C]

Show Details | @

Report Name

Name the report

Click to view
detailed report

o Specify the time period for which the report is required and select Run Report to see the
report at the bottom of the screen.

Add Column i Clear All
&) Export fo Excel | | Export to PDF i Click to export in desired format ]

Drag a column header and drop it here to group by that column

Reopen Reason Reported By Source Description Department
abc10216 def10216 Staff Dryer not working Engingering
Other Reception Ci laint - DO
by Visitor Guest ke L Front Office
NOT USE
yurs ago
9 Mr James Walitz Visitor Guest AC Not cooling Engineering
hjn hjj hhhh Visiter Guest Complained about the room size Front Office
-
4
o 2 3 M O 10  items per page 1- 10 of 21 items
Detailed Report:
Aftachments Check In Close Reason Description Glitch No Depz
4 0 AC Not cooling 21 Engir
ActionTime Action Logger Reason RecoveryCost Remarks
The guest checked in 2
15/09/2017 13:42 Cpen abc1002 def1002 o hours ago and now the

room is hot -
»

02 3 4 5 (»iiw O 5 v items per page 1-50f 21 items
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Analysis report

1.
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In the upper-right of the Reports page, select Analysis to create an Analysis report.

Create Report : [ ARG E kT ‘

A window appears.

Create a new report by following the steps below:
o Select Columns to specify the columns in your report.

o Select Filters to select filters for your report.

M Columns o M Columns
T Filters T Filters
Call Related
Call Category Y
Call Descripfion Y
Call Friority Y
Depariment Y
Source T
Call Track
Call Status A4
Complain Type A
Escalation Level T
GSR Done T I

Assigned To

Attachments

Call Category

Call Descripfion

Call No

Call Priority

Call Status

Close Reaszon

Closed By

Complain Type

Department

o Select the Show report checkbox to view report with details.

e To save thereports, type in the report name and select Save.

e Select the Global checkbox to make it visible for other users.

| Click to save I

the report
New Analysis Report Time Period | Date Range v
Top X (i ] From Date | 01/08/2017 00:00
eport Name Global _ €@ @

Select Group Select to make it visible

2 selected ® Depariment @ to all users

A Select duration F

BO

15/09/2017 14:29

(O  To Date

Select Group

o Select the time period for which the report is required and select Run Report to see the report

at the bottom of the screen.
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Depariment Description Checked Oui(%) Closed(%) InHouse(%) Open Glifg
Engineering AC Not cooling 0.00 50.00 50.00 1
Engineering AC Not Heating 0.00 0.00 100.00 1
Front Office Airport pick-up delayed 0.00 0.00 2
Front Office Airport pick-up no-show 0.00 0.00 0.00 1
Front Office Authorisation / over charged 0.00 50.00 100.00 1
Front Office Book out 0.00 0.00 0.00 1
F&BE Breakiast Queues / Waiting Time 0.00 0.00 100.00 1 e
»
1 o 2 (wl)in) O 10« | items per page 1-10 of 16 items

For further questions on your setup, contact our support desk at support@knowcross.com or your
account manager.
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