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1.0 GENERAL INFORMATION
1.1 System Overview

iMonitor+ is a real-time monitoring application that enables communities to voice out their
feedback and concerns regarding the state of services they receive and experience.

The application has two components:

iMonitor+ Application — a mobile application across multiple platforms used by community
members to raise issues & access near me services.

© Monitor

EXPLORER

iMonitor+ Explorer — an application used by community owners to manage tickets and monitor
activities within their community.

1.2 Points of Contact

Below is a list of Points of Contact (POC) for any concerns related to technical issues or IT
support request (use of the application), and ticket-related concerns or escalations.

Type % Email Contact Number

Technical Dure Technologies
Concerns / IT

Support related

to application

use

Ticket Lead

concerns or Administrator/Community
escalation Owner
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1.3 Definition of Terms

Administrators — ticket managers

Community Members — members of the community who can create tickets using the iMonitor+
application regarding their questions or concerns related to community issues.

Global Positioning System (GPS) — is a satellite navigation system that provides location and
time information anywhere on or near the Earth.

Non-Governmental Organization (NGO) - is an organization usually set up by ordinary
citizens that is not part of a government or a conventional for-profit business. NGOs may be
funded by governments, foundations, businesses, or private persons.

Ticket — a case created by a Community Member and tracked in the iMonitor+ application.
2.0 SYSTEM SUMMARY

2.1 System Configuration

iMonitor+ works on mobile devices and computers. The application can be downloaded and
installed to any mobile devices with OS 6.0 or higher versions and Android 2.5 or higher
versions. Administrators may connect to the web-based version of the application via mobile or
computer. The application requires Internet connection for real-time updates and to save data to
the database however, users may also work offline and sync their work when reconnected to
the Internet. Global Positioning System (GPS) must be enabled on mobile devices to allow the
use of the application’s location-based services. There is no further configuration required after
a successful installation of the iMonitor+ mobile application.

2.2 User Access Levels

Community Member
A community member has access to iMonitor+ to do the following:
e Raise alerts, tickets, or get support from community administrators
e Set and track reminders
e Search Near Me services (such as hospitals, centres, NGOs)
e Rate facilities and services
e Request for an appointment

Administrator
An administrator has access to iMonitor+ to do the following:
e Configure community and set parameters
e Monitor and track alerts or tickets
e Respond or request for external support when resolving tickets
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e Send a group message via Broadcast
e Manage program interventions
e Manage community member user accounts (for select administrators only)

2.3 Contingencies

This section is reserved for details and plan on how to keep business continuity in situations
listed (but not limited to) below:

e iMonitor+ Explorer inaccessible (unexpected outage) for more than 24 hours

¢ iMonitor+ mobile application inaccessible (unexpected outage) for more than 24 hours

e Loss of network connectivity for more than 24 hours

e Natural or major catastrophic events that has an impact on the iMonitor+ process,
people, and system.

3.0 GETTING STARTED

This section details the steps on how a new user, whether a community member or an
administrator, will be able to download and install or access their iMonitor+ community.

3.1 Community Members: Installing to a Mobile Device

The iMonitor+ mobile application is available for download via Google Play (Android devices)
and Apple Store (iOS devices).

N

Google play

Android

WARNING!
Users who downloaded the app to their mobile devices via Direct Link will not receive
application updates.
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Step 1: Download and Install

& imonitor+ ﬂ $
iMonitor+ ﬁ

ok ok ok

iMonitor
F-DESIGN
W okow w

-

Step 1: Go to your Mobile App Store

and search for iMonitor
t_ Step 2: Select the iMonitor
Apps =3 application developed by Dure

Technologies

\

Step 3: Click the Install button
TIP: Check the screenshots to ensure
that you are downloading the correct

app.




¢)) Dure Technologies
UNLOCKING REAL VALUE OF DATA

@ iMonitor+

&  enty

Q Location v

B8 Photos/Media/Files

oc:neu

Step 2: Register

Step 4:Click the Accept button
NOTE: Some devices will require you to
accept app permission request or enter

your password.

A new user must register before using the application.

Step 1: Launch the application on your
mobile phone
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=

+

Al 6% 11:18 AM
Step 2: Select your preferred Language

Step 3:Click the Get Started icon
Step 4:Accept the Terms of Service

Terms of Service |Mon|tor+

Disclaimer

You must agree to this disclaimer to use
iMonitor. You MAY NOT upload any image
which violates ANY copyright law,
international or otherwise, nor may you
upload an image or images which depicts
pornography, or any material deemed illegal

Please note, by using iMonitor you agree to
its Terms of Service.

O ©

|English(United States) v [
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Search for your community:

% .l 6% 11:20 AM

Search your community

Search result

DURE Aids Society

society's societies

THANERANSEEN WS
qw e r t 'y u. i
“1=0-0 0100 1-°1

4+ z /x'lc'v b nim <«

4 English(UK) » =

Sym ¥ —

Other Category

Dure Aids Society

ADVANCED SEARCH

Clicking the Advanced Search link will
bring you to another page that will allow
you to further filter your search results.

dure aids society ‘ Q e
‘ Advanced search

~N

Step 5:Upon login, you will be
prompted to join a community. Type
“Dure Aids Society” on the Search
your community field and click the
Search icon (magnifying glass).
Step 6: Select Dure Aids Society

\community from the Search result )

Filter search by :

‘ Public

Other

‘ DURE Aids Society

Filter Search
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Test

6457898563

Quezon city [ \
Step 6: Fill out the registration form

DURE Aids Society %* with your Name, Contact Number,

- S avociy
Philippines Y Step 7: Click the Register button to
' . start using the application.
Default : English v \ )

Register

After successful registration, you should be able to use the application as a community member.

3.2 Administrators: Registering and Logging in via Web

This section is to guide new Administrators on how to log into the iMonitor+ Explorer web
application.

Step 1: Register

Before being able to log into the iMonitor+ Explorer application, an Administrator must sign up
through the link provided below to be able to access a community.

Web Link: http://live.imonitorplus.org/imexplorer/
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© iMonitor+

Explorer

Need a Community? Sign UP

Forgot Password?

Version v2.40

The user will then be directed to the Registration page to enter his/her preferred email address
and password.

© iMonitor+

Explorer

Version v2.40

After successful sign up, a system message will display and you will receive an activation link to
the registered email address.
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o

Congratulations !

Community has been registered successfully

Please click on the activation link that has been sent on registered email address.

If you have any queries, please contact at support@imonitorplus.org

Email verification:

iMonitor registration verification

support@imonitorplus.org
to me |~

If you have any queries, please contact us.

We'll see you there!

Regards,
iMonitor Team
www.duretechnologies.com

Inbox

X

11:55 AM (4 minutes ago)

Welcome and Thank you for registering with iMonitor Community Platform.

Your community account is almost ready. Please click here to finish the registration processw

Step 4: Log into your email account
and open the Email from
support@imonitorplus.org. On the
email body, click the click here link to

complete the registration process.

a ||
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(1)
Thank You

Community has been activated successfully

If you have any queries, please contact at support@imonitorplus.org

You should now be able to log into the application using the email address and password you
have used for registration.

REMINDER!

Current Administrators of the Dure Aids Society Community should add your registered
email address to the list of users to be able to access the Dure Aids Society Community
Dashboard.

Step 2: Log In

To log in, enter your Email Address and Password then click the SIGN IN button.
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© iMonitor+

Explorer

Need a Community? Sign UP

Forgot Password?

Version v2.40

After successful login, you will be directed to the iMonitor+ Explorer homepage.

DURE Aids Society

1
\
© Summary Greeniand N
\
W Top Listed Services f/ Finland i |
lceland Sweden } - E: o ¥
Q Top Listed Locations m-w:ly sl * "\ =
‘ g3, o y EX
O Recent Cases Q e £ 4, 5
Vo R ¥, «'ﬁ"im, Kezakhstan e &
" b Tﬁ.y ; pY: g ,37 i
£2 Recent Appointments (3] “spain " ey AR N ES £, | North
e ——— .- enh g7 { 7 % hme - south Kore | Pacific
| Ocean ~ 0Cean) 3 \/ ? CONTERS { | Ocean
! N oera | (e |Eo1 " Lpaistan 2 i
,: Merco A )V\\ _ Saudi Arabia. > ndia (s !
; R AEDCIMITINASS “§“§ {
E . BT Venezmie Nigeria Ethiopia~ v :’ -
! = Colombia 4 z I ! o
ORI —
L. Gogua e, \\" X T ré,{""\w"zr’, e NOTE @dﬁmu ‘ Sopuan \l
ST Anw.f»« } & " .
i Bolivia ———. - i
! 3 Nambia™ 45 i 1
o . om S ok B e
| Pacific i Atlantic ~ | Navigation and further information
1 Ocean { Ocean South Africa : Deean)
! . .
S g on how to use the application is
S 1 . . £
Y explained in the succeeding
{ : ;
, Lne: 1458984 Lat: 75,9309 : oy INern -

Forgot Password

If you forgot your password, click the Forgot Password link found on the log in page.
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© iMonitor+
E

Xplorer

Need a Community? Sign UP

Forgot Password?

Version v2.40

© iMonitor+

Version v2.40

You will receive a system-generated email containing the Reset Password Verification Code.
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iMonitor - Reset Password Verification Code Inbox  x

a ||
5]

support@imonitorplus.org 12:11 PM (10 hours ago) « (v
to me |~

Reset Password

Verfication Code - smx@@

If you have any queries, please contact us.

We'll see you there!

Step 4: Copy the Verification Code
Regards, from the email sent to you.

iMonitor Team
www.duretechnologies.com

© iMonitor+

Explorer

Version v2.40

You will then be redirected to the log in page to enter your new log in credentials.

4.0 SYSTEM FUNCTIONALITY

4.1 Community Members System Menu

This section provides an overview on the iMonitor+ mobile app system menu and functionalities
available to Community Members.
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Homepage

After a successful log in, Community Members will be directed to the iMonitor+ homepage as
shown below.

D Active Cases [ O |

0 | S Resolve Cases

Services Act & Motifications

Services Active Cases Mear Me

! Announcements

4 Reminders

HE
2

A O

Matifications Book Reminders
Appointment

Matifications 4 Book Appointment
ApE
Z Reload Community

pa

& Settings
ﬁ ﬁg 9 Announcements S Mear Me
Announcements Settings FAQ & Sync [ 0 |
?FAQ
¥ Quick Guide

Each menu item that can be seen on the homepage is explained further below.

Services

This menu item allows a Community Member to raise tickets related to the Services provided by
the Community. There are four (5) major services or ticket categories supported by the Dure
Aids Society community. Each category or service is broken further down so Community
Members will find it easier to categorize their ticket.

Issues on ARV & Other Meds
Stock Out

Test Kit not available

Test Results Delayed
Prevention

Domestic Violence

ookob=
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Sub-categories can be seen on click of a category as shown in below images:
) A B [ 7 .l 691 4:31 PM

& 7 .l 0% 4:28 P}
DURE Ai.. 01 m v

DURE Ai... m 4

Test Kit not available

W Stock Out
p
W Test Kit not available H HIV
W Test results delayed ¥ 1B
¥ Prevention
W Misc

¥ Domestic Violence
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B [

DURE Ai...

Sto C k O Ut KEnter your comments field \

This is the area where the member will fill in
RATING the details of the issue or concern.
o @o ' B — Camera icon
A member has the option to add a photo to

wa | ‘ Hm" the ticket to provide more information.
N CAMERA Barcode

C — Area and other details field

The member may enter the area, gender and
Name of the Area . . . . .
occupation details where the issue is being
V experienced.
Gender D — Send button

Once all information needed has been keyed
in by the member, the member can then
Type of Occupation submit then ticket to be addressed by the
community leaders.

\_ /

Active Tickets

This menu item allows the Community Member to track his/her active tickets. The member can
also update their outstanding tickets and provide additional information.
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DURE Al 0’ i 4

Active Cases / Appointment

Case - 3860

DURE Aids Society, Stock Out

B [

DURE Ai...

0 Case #3860

<—9

Q Thar

Stock Out, HIV
S m Il

@ Resolve

’_I Discussion Board n

Type your message here...

Step 1: Select the Ticket ID of the ticket you
would like to view.

A — Ticket Details

This is the area shows theTicket ID, Date &
Time when the ticket was raised or last updated,
and the Location of the ticket contact.

B — Ticket Category
This shows the type of service or ticket raised.

C — Ticket Details

This shows if there are any Photos attached,
Comments added, Barcodes included (i.e.,
medicines, lab reports, etc.), and Location
tagged.

D — Resolve
This allows the member to resolve the ticket.

E — Discussion Board
Allows the member to view the discussion trail.

F — Post
Allows the member to post a new message.
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Near Me

This menu item allows the Community Member to search for nearby hubs, centre, and support
groups. The GPS or location services of the member’s smartphone should be activated to use

this functionality.

https//www. facebook comvpage
HIV-AIDS-Support-Hous

£2 HASH. Info@asia.com
Bancd. "} ¢ P
-
Malaban. ' A £ ~
Navotas Ques ity
Marikina
+ Antipo
— M
b - Cainta

nrow "~
Mag Gota 02015 Google - Termn of Use

Notifications

This menu allows members to view notifications related to their ticket.
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—_
-

DURE Al

Reminders

Community Members can set their own reminders using the application.

—

DURE Al

Active reminders P =
Event A )|
Event A

Aug 315t 15 - 4:00 PM

Active Appointments ©

Save reminder

6— Add a Reminder \

Clicking the + symbol on
the Active reminders
field will bring the
member to the Add a
Reminder page (see C).

B — View Current
Reminders

This allows members to
view their active
reminders.

\ J

N e
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Announcements

This menu allows Community Members to view the broadcasted messages from the Community
Administrators.

Announcements

There is a Free VCT Camp near
Nana BTS on Friday. Please
avail the services and also
please brin§ your partners /
friends. To learn more about
HIV and VCT please watch the
video shared in this message

com/duretechnologies

Please visit our site

Hello there is a VCT Campaign
happening in EERER at 5.00pm
today

broadcast good mormng

Broadcast test 20 July

rom
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Settings

e
-

DURE Al

Settings
I Community

@ Personalization

© About Us

This menu allows Community Members to:

v
v Reload or Switch Change v View Details about the
Community page Pergonallzatlen Application
Settings
R & [«] Saving screenshot
DURE Al DURE Ai... DUR I (al)

Settings

M Community

< Reload Community

3 Switch Community

@ Personalization

© About Us

1 Community

@ Personalization

"0 Change Language
O Change Theme

& User Profile

 About Us

Settings
1 Community

@ Personalization

0 About Us

© About Us
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Reload Community
This allows members to reload the application and get updates related to the Community.

Personalization
Community members can change their personalization settings such as Language, Theme,
and Profile.

Preferred Language Theme User Profile

B [a] % .l %2 11:46 AM
1l

R = T gl 1%2 11:45 AM

F .l %2 11:45 AM

DURE Ai... 01 m g = DURE Ai. © m 4

Default : English

Choose your theme User Profile

- - - -

6457898563

- - - Quezon city
- DURE Aids Society

Philippines v

Bengali

)1 agree with the terms and conditions.

FAQs

The FAQ (Frequently Asked Question) part of the application currently does not contain
anything. This portion can include FAQs that can help Community Members get the answer that
they need without having to raise a ticket.
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N

DURE Ai...

Frequently Asked Questions - Dure
Technclogies 8A Sample FAG

Quick Guide

This menu provides some instructions that will help Community Members use the application.
The current Quick Guide has instructions on how members can update their location or GPS

settings on their smartphones.
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R = T .l %2 11:46 AM

DURE Ai... 01 m 4

Quick Guide

iMonitor+ coordinate mobile app uses the
location information on vour Android mobile
devics to provide an estimate of your location,
To enable location acoess on your device:

Enahle Android location access

1. On your mobile device, touch Settings®.

2. Touch Location®,

4 Depending on vour device and version of
the Android 08, make sure all options
such as Location, Location services, and
Location reporting are enabled.

4, Belect an accuracy setting. These
seitings vary, depending on vour device
and version of the Android O8. For best
razults, choose the highest acouracy
setling that includes GPS satellites, Wi-
Fi, and maobile networks.

When GPS Satellites is enabled, the GRS
siatus icon displays at the top of your
mchile device scraen:

4.2 Administrator System Menu

After a successful log in to the iMonitor+ Explorer application, the administrator will be directed
to the homepage. The homepage, by default, displays the map that will show administrators an
overview of the tickets that are opened based on their current location.

The features available on the homepage are further described below.
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© Summary
Applicants m
celend
b o 2 :
Till Date 518 F".E S Gern
Cazez/Appointments = Yoo 3
Vs S— ; L
N s
W Top Listed Services Atla \
Oce =%
L .
Q Top Listed Locations
" Vendela
O Recent Cases Q CWA =0
£2 Recent Appointments e :,z% \“ A e e e, | e Y
! —J} Q Indian i
Australia i South = A South Ocean Austraa i South
Pacific Atlantic ) ! Pacitic
i Ocean § A Ocean South Afrca ! Ocean
1 { I
2¢ana i ( g 2ésiand i
$ /
fEt2E 20t Southern
Oceap Term rtam,
=0 v 7misp0c m C I
Vigan {
@ Summary A 7 G
L . "
\ L& Applicants 223 |
< _ g
© Today Case(s) / Appointment(s) n n 5
A RS — 0
o B ALGsg(S) / Appointment(s) @
tp. Pleikuo  tp. Quy Nhon aga Zoom Out
X L
& Top Chart Locations PN Mindoro 5L
@ ane B
L waahis e Philippines
Msley, Isla han Samar
ol E1Nido Panay Tacioban
A it
4 Spral Veayse .
e
ot Falabe A pueno lloilo. " Gebu ~ Leyt
Tincesa
S
€E Palawan Negros ~ Bohol
Cagayan
Sulu Sea Mindango, 2SS s
& Top Chart Notifications ~ >
Davao Palau
o 4
Shortage (Issuance is Less than Normal) Z“'"bg'"ga L) e
'
General Santos
SABAH Sandakan gee 9

Ve /6 /h htmi#
live.imonitorplus.org/explorerapp/home htmi

A1. Community Name — shows the name of the community being managed
A2. Total Active Tickets — shows the total count of active tickets

° A3. Search Feature — allows administrators to search by Location, Ticket ID, or
Community Member name (Applicant Name)

A4. Menu Access — when clicked, will open up the full list of menu items
available to the administrator

Summary — shows the total number of Community Members (Applicants), current
day’s total tickets, and total number of tickets. Red indicates active or open
e tickets, Green indicates resolved tickets, and Blue indicates total number of
tickets raised (open and closed).

Top Listed Services — shows the top services applicable for this community.
Top Chart Locations — shows the top locations where tickets have been raised
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from, shown in descending order.

Recent Cases — shows the top ticket categories raised during the day or for
selected period of time.

Recent Appointments — shows the list of scheduled appointments for the selected
period of time.

e Map — shows the location of the administrator and the tickets that were raised
near the location

List View — displays the ticket details as a list
=@ LV Prilippinesil @ o

i= (Cases List

D 4 Service Applicant Address Status Created At

Community Profile

This page allows the administrator to view and update the community’s information:
v/ UUID (Universally Unique ldentifier) v Last Sync Date
v Registered Email v' Broadcast Message
v" Registered Date

How to access the Profile page:
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© Summary

Applicants 493

Today

Cacae/A e P
Lases/Appointments

Till Date

e 518 | 58
Cases/Appointments

o
leor“
) 4

© iMonitor+ Explorer

Step 2: Select Profile from
the menu items to access
& Profile the page.

The Community Profile page is shown below.
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DURE Aids Society

UUID: 978 9c3ef701e2
£ Broadcast Messsage: e@

° Community Profile — displays information about the Community such as the
UUID, Email, Created Date, Last Sync Dates.

° Broadcast Message — allows Administrators to send out notifications to
Community Members.

e .URL - Specify any website, if any.

MAP

Clicking on the MAP menu item will direct the user back to the homepage. As a default, the map
will show the tickets assigned to the administrator based on his/her current location.
Administrators can view tickets outside of their location by updating the Top Chart Locations
section.
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=] DURE Aids Society

E o

0 - gog .
ks

d Q4w ﬂmn

e L

N oo ]

L~ ,4 =

'S =

uty

o 1]

“

e ““| step 1: Click the Red dot on the
PSR rondgdne m% drill down to locations
so 4 tickets have been ra|sed

DURE Aids Society

© Summary

W Top Listed Services
Q Top Listed Locations
O Recent Cases @
£2 Recent Appointments 9
VS Expo Milano a
& Gzech Republic Pavilion
@ Stand Algida & Babrain Pavilion

EIRE Pavilion & a
Nepal Pavilion
Sudan Pavilion &y
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CASE# 3524

I Stock Out

Q ltal bardia, Milan
DWed, Jul 29,2015 6:41

. - -

case Raised By Applicant#2492, Maurizio

Applicant Profile

Near By Looking For

Checkout Near-me

+ APPROVE RESOLVE DECLINE

Applicant Profile — allows Administrators to view the details of the member who
raised the ticket. When clicked, the Administrator will see a link that will direct to
the member’s profile:

@ Go to Applicant Profile

The Applicant Profile page shows basic information about the applicant such as
the name and a summary of the number of cases raised shown in a chart.

Image — allows Administrators to view the image attached to the ticket.

o)

Discussion Board — allows Administrators to view the details of the ticket and/or
discussions related to the ticket.

L

Barcode — allows Administrators to view the barcode attached to the ticket.

®»

Location — allows Administrators to view the location tagged by the member.

o@ Near Me

Near Me — allows Administrators to search for hubs, centre, and support groups
that are near the location of the member.

Callback-Requested or Call Back humber is provided for administrators to call

. back.
Buttons - Administrators can choose to approve, decline or resolve the ticket if the ticket is
Approve / still active.
Resolve and

Decline

When Approve, Resolve or Decline Ticket is clicked, the Administrator will
be asked for a reason.
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Please share the reason

Cancel

Statistics

This page displays statistics on the number of tickets logged across number of days using
different charts. The different charts available are shown below.

Daily Trend Chart
Shows the number of tickets raised in a period of time.

Statistics

Daily Trend Chart

Number of Cases

Aug 31st Aug 23rd Aug 12th

Service Usage
Show the volume of tickets raised per category or service.
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Service Usage

Service Usage

I TestKitnotavailable M StockOut [ Test results delayed

Stacked Service Usage

Shows the volume of tickets raised per category or service and per location.

Stacked Service Usage

Number of cases by country, categorised by service type

9
8
&

: HIIE

17 2 6 2 9 2 1 4
Indones Italy  Japan Kenya
Africa
M StockOut M TestKitnotavailable B Testresultsdelayed MM Prevention [l Domestic Violence

I APPOINTMENT

Total Average Time
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Shows the average time to resolve a ticket per category or service.

Total Average Time

Quality of Service
This shows aggregated rating of services for the Dure Aids Society community.

Quality Of Service

Domestic Violence

Prevention

Stock Out

Test Kit not available

Test results delayed

Option to Download
Administrators have the option to download a PNG or PDF version of the charts.
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Statistics

Daily Trend Chart

Number of Cases

4 _- / \ o
Step 1: Click the Chart Context

Menu icon and select which file type

you wish to download

\ )

Step 2: The file will be downloaded
to your local folder. Click the PDF file
to view the dow ed report.

& Show all downloads.. X

&nbsp;&nbsp;

33 d
g
2
1 @——0——0——0——0—— 0——0——0——0——0—0
0
Apr 4th Jun 10th
May 22nd

-8~ Number of Cases

iMonitor - Dure YC(%

Monitoring

Administrators can configure this page and set a target to monitor a certain activity or service
such as distribution of condoms or test kits against target. This is currently not set up for the
Dure Aids Society Community.
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Activity Monitoring For Current Month

Test Kit not available =

Expected Count

No. of condoms ditributed

No. of ppls affected

Malaria deaths

Preferences

The Preferences page allows administrators to customize their Dashboard View by applying
filters so that they will only see tickets based on the type or service, location (country), or case

type.

= Preferences

& Services1
Q sockou

Test Kit not available eo

Testrezultz delayed
Prevention

Domezstic Violence

APPOINTMENT

@ Location (_9
Country ALL

@ Case Types

ALERT

® :cocia

APPOINTMENT
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Case-Service Type

Alert Social Appointment

Service Definition —filter by ticket or service type. For example, if you only want
to see tickets that are related to stock out, domestic violence then only select
Stock out and Domestic Violence.

° Location — filter by Country. For example, if you only want to see tickets raised
from the Philippines, select Philippines from the list of countries as your filter.

Case type—filter by service type. You can choose to view these types of

requests:
Alert — tickets raised.

Social tickets
Appointments

Security

The Security page allows administrators to manage their own accounts including managing
other users’ account such as password resets and creation and deletion of user accounts.
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&, Security

o Change Password & Use

Current Password

New Password

This page allows the
onfim Password Administrator to change
his/her own password.

M

)

o
8

r A

==

]

=

] This page allows the

= Administrator to see the list
I of Community Users/

— Administrators as well as
] add new users.

=

Add User form:

o Change Passwo & User Management

2+ Add User

User Email

Role(s)

Lountry

State

City
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Reports

The Reports page allows administrators to view and download different types of reports
available in the application. Clicking each report will automatically download the Excel version of
the report.

= Reports
& Community Snapshot Report
& Community Snapshot Report Comments

¥ Community Service Snapshot Report

fe ke B¢ e

W Appointment Report

Community Snapshot Report — this report includes detailed information about the community.
The report has the following tabs:

e Community Profile — this tab provides details about the community including a
summary count of all Open, Approved, Declined, and Resolved tickets.

e Open Tickets — this tab provides details regarding all Open tickets.

¢ Resolved Tickets — this tab provides details regarding all Resolved tickets.

e Social Tickets — this tab provides details regarding all Social tickets.

e Applicant List — this tab provides details regarding all Community Members.

e Total Average Time — this tab provides information on the average time taken to
resolve a ticket based on Categories and Sub-categories.

Ticket Snapshot Report (Incl. Comments) — this report includes detailed information about
the community and tickets raised with more details and comments. The details in this report are
similar to what is found in the Community Snapshot Report.

Community Service Snapshot Report — this report includes an overview about the tickets
raised based on Category and Sub-category selected.

Settings

The Settings page allows administrators to synchronize or reload the community profile when an
update is installed, personalize the page (e.g., changing the background color or language), and
resetting the application to delete personalization and application data.
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Settings

Sync Community Profile

ommunity Profile

. Switch Language
w =

English (United States)

Reset

Sync Community Profile — when clicked, the Administrators will be redirected to
the Community Profile page where the system synchronizes the Community Profile.

Switch Language — allows Administrators to choose a different language.
English, Un s v

g, dsanaing

~_Thai, Thailand

e Reset — allows Administrators to delete application and personalization data
permanently.

9 About — provides details about the application (such as version) and its developer.

Near Me

The Near Me page allows administrators to view nearby hubs and Non-Government
Organizations (NGOs). This functionality uses the user’s location via GPS.

Upload

This feature allows administrators to upload near me data for the community.

Browse.. &

Please download the Upload Template here

About Us

The About Us page displays information about the iMonitor+ application.
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Dure Technologies

5.0 OPERATIONAL PROCEDURES
This section provides detailed information on how to process tickets for the community.
5.1 Process flow

A high-level overview of how tickets are handled using the iMonitor+ application is shown in the
process flow below.

Ticket Handling
Flhase
=
2 s
E z 3 to ticket 13
— Reeceves ticket Reviews ticket and provides Resokes ticket
£ solution
§ 4 F ¥
END |._
a 3
‘E 1 Recefoes ticket and
E Crestes ticket conirms sueis
3

Click the image to view as PDF.
An example of how an end-to-end ticket management is shown below.

Step 1: A community member raises a ticket via the iMonitor+ mobile application. The member
provides all the information related to the issue.
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) =l 7 25 AN ) ¥ . 1:28 PM | X [

DURE Ai... DURE Ai...

Test Kit not available

o n 4 ¥ Stock Out
>Services Active Cases N
’_ o—)Test Kit not available ¥ HIV

‘ m @ W Test results delaye_.)‘ B

Notifications Book Reminders
Appointment

< % O

Announcements Settings FAQ

W Prevention .
W Misc

¥ Domestic Violence
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<

Expected Count

Test Kit not available

Test Kit not
available

CAMERA Barcode

Alert Raised

HIV

.

)

1 — Raise a ticket
Click the Services icon to
create a new ticket.

2 — Select a Category
Click Test Kit not
available

3 - Select a Sub-category
Click HIV

4 — Enter your comments
Enter the details of your
concerns in the comment
box.

5 — Submit the ticket
Click the Send button.

6 — Alert raised — Click Ok
button

J
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Step 2: An administrator picks the ticket from the iMonitor+ Explorer web application and
reviews the details provided in the ticket. The Administrator responds to the ticket requesting for
more information.

CASE# 3866

l Test Kit not available, HIV

Q India, Maharashtra, Thane
£ Mon, Aug 31,2015 4:45 PM, 15 minutes ago

. - -

case Raised By Applicant#2891, Test

Applicant Profile

‘
Near By Looking For

Checkout Near-me

RESOLVE
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Please share the reason
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KSelect a new ticket \

Click the red / green / yellow location icon on
the map to view a new ticket.

2 — View the ticket details
On click of location icon, ticket details are
shown in popup.

3 - Resolve the ticket
Click the Resolve button to solve the ticket.

4 — Enter reason about resolved ticket
Enter comments.

5 — Click Ok button to save details

Q:k Ok button. /

Step 3: The administrator sees that the ticket has been closed.

CASE# 3866

EE - -

case Raised By Applicant#2891, Test

Applicant Profile

Discussion Boarc 1
System

Near By Looking For

Checkout Near-me

5.2 Ticket Management

The following things should be considered when managing tickets:

¢ New tickets should be reviewed and responded to within 24 hours. Any tickets raised
that are obviously not part of the scope of services for the Dure Aids Society Community
in iMonitor+ should be tagged as Declined (hence automatically closed).

e A follow-up must be sent if a Community Member has not responded within 48 hours
from the last response sent.
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e All tickets without response from the Community Member after 24 hours from the time
when a follow-up was made have to be closed. The Community Member has to be
informed about the closure of the ticket.



