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Configuring and Searching Archived Tickets

In InfoCapture, you can set an Archiving Age for different statuses in your project.

After this period has passed, tickets will be moved to the Archived status automatically and will no longer appear in the front-end

ticket list.

Archived tickets remain accessible via Advanced Search or by using the ticket reference number. However, once a ticket has been
archived, it cannot be restored to its previous state.
A\ We use this archiving process on Discover for our Support, Upgrade and Change request ticket.
If you are ever concerned that you cannot see a previous ticket you submitted, it has likely been archived.

See the section below for methods to access these

Configure archiving age

From the admin side of your project, head to the Statuses tab.

In this example, the Asset Register form does not have an archiving age set for any status (Image 1).
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Q Admin Admin » Infocapture > Asset Register > Edit project statuses %

PROJECT OPTIONS Statuses
‘G} Project Summary Statuses define the stage of a form in its workflow.
[:/J Edit project Statuses will define the stage of a form in its workflow. 'New!, 'In Progress' and 'Closed' are the three default statuses included with anew X
properties project. More can be added as required. Each status can be set to archive old tickets after a predetermined number of days, for example if

a ticket has been 'Closed' for 90 days it can archive itself.
A2 Project
permissions

I $ Statuses Enable statuses for this project
B External
L BmSalan + Add new status
—_—

CONDITIONS Change order Title Colour Description Group name Archiving age
& Field condition sets

operational Operational #72e09¢ Asset is operational Open none [ @
%/ Triggers

broken #7db9dc Asset is broken Open none (K] @
BEHAVIOUR
CRField visibility in_repair In Repair #f4c29b Asset is being repaired Open none (] @
g sLA lost Lost #ff8c8b Asset has been lost Closed none o
& Automatic changes
* g stolen Stolen #ff8c8b Asset has been stolen Closed none (& @
P Workflow

retired Retired #eee Asset has been retired Closed none e
NOTIFICATION =

= Notifications Save

Image 1

1. Click the pencil (Edit) icon next to the relevant status to set its archiving age.

2. Enter a value in the Archiving Age field in the pop-up window (Image 2)

3. Choose the day duration that best matches your form and your company processes.

Once a ticket has not been interacted with beyond this set duration, it will be archived automatically.

You can adjust the archiving age for a status at any time - just remember to clickSave to apply your changes.

Please note: The system can’t apply an archiving age to existing tickets. Once you set an archiving age, tickets will only start to
archive after that time has passed, regardless of when they were originally submitted.

If you have pre-existing tickets that you want to archive immediately, first set the age on the relevant statuses tol day. After 24
hours, every ticket in those statuses will be archived. You can then update the age to your preferred duration (e.g., 30 days) to
ensure that new submissions are archived on the correct schedule.

Once a ticket has moved to Archived status, it cannot be reverted to an active ticket, but can be interacted with.
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Which status(es) should be archived?

Depending on the nature of your form, you should apply an archiving age to statuses that indicate the enquiry has been completed
and can be marked as closed.

You may already have statuses titled "Completed"” or "Closed", which are easy to identify and assign an archiving age to. However,
any status that broadly fits this logic is suitable for assigning an archiving age.

In practise, a ticket in "New" status is unlikely to need an archiving age, as there are still ongoing tasks within the workflow. In
contrast, a status such as "Application Approved" has likely reached the end of the required project workflow, so applying an
archiving age would make sense.

In this example, the following statuses (Image 3) are the most logical options to be archived after a certain period, as no further
action will be taken on the tickets.
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Q Admin Admin » Infocapture > Asset Register > Edit project statuses %

PROJECT OPTIONS Statuses

G} Project Summary Statuses define the stage of a form in its workflow.

[:/J Edit project Statuses will define the stage of a form in its workflow. 'New!, 'In Progress' and 'Closed' are the three default statuses included with anew X
properties project. More can be added as required. Each status can be set to archive old tickets after a predetermined number of days, for example if
a ticket has been 'Closed' for 90 days it can archive itself.
A2 Project
permissions

I g Statuses Enable statuses for this project

B External
Sl + Add new status
EURRITOS Change order Title Colour Description Group name Archiving age
& Field condition sets
operational Operational #72e09¢ Asset is operational Open none D/‘ @
%/ Triggers
broken - #7db9dc Asset is broken Open none (K] @]
BEHAVIOUR
CRField visibility in_repair In Repair #f4c29b Asset is being repaired Open none (] @
B sLA lost - #ff8c8b Asset has been lost Closed none D/ @
% Automatic changes
stolen Stolen #ff8c8b Asset has been stolen Closed none & @
P Workflow
retired Retired #eee Asset has been retired Closed none &} @
NOTIFICATION

= Notifications

OTip: Review the statuses in your project and group them into two categories:In Progress and Closed/Completed. Then, apply an
archiving time period to all statuses in the Completed group. Once archived, these tickets will no longer appear in the front-end
ticket list, freeing up space for new submissions.

Searching for an Archived ticket

Once the archiving age has been attributed to a status and the duration passes, tickets will auto-archive and not be shown in the
active list of tickets from the front-end.

To locate archived tickets, you'll need to:

1. Search by ticket reference number from the front-end, returning the ticket with an Archived label evident.

> InfoCapture > Bug Tracker > View Bug Report: BT0020 QGFind ©
Jump to ticket
< > ® Download ticket PDF H N
Ticket # Jump

(©) This project is in "testing" state. Notifications will not be sent. Switch to project
D BT0020 Submitted by Claromentic B9 Tracker M
Status Resolved Assigned
Date of report 28-10-2025 08:51 Last modified 11-10-2025 15:06
SLA Ticket last 7 months ago

modified

(I Notes [ Files i= FlowChart (© History @ History diagram sk Al

Bug Details Please provide as much

information as possible,

including steps to replicate the

issue. Please use the file upload

facility at the bottom of the form

Priority High to attach any relevant files or
screenshots.

Type* Enhancement
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2. Use the Advanced Search function to Include archived tickets.

(The option appears when at least one status has been given an archiving age).

7" InfoCapture > Bug Tracker > List Of Bugs O8Find @

+ Report Bug o © N
Keywords  Enter your search words... Q_ Advanced search e

Created Last modified Submitted by
From To From To

Assigned to Status Severity

Priority

Include archived tickets o () Only include tickets I'm monitoring

Download as CSV
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https://storage.googleapis.com/claro-saas-cdn-0000-discover-prd/knowledgebase/images/archive.png?GoogleAccessId=claro-sa-0000-discover-prd%2540claro-saas-prod.iam.gserviceaccount.com&Expires=1782465220&Signature=SNYuAlLK%252BuEWmsLLRDNNGye59vfs3RT9VoSE8ixC7JjdwNX5Gj7fTJ6OE6MQZG5ohBSUqSLoE6Vev7Gvwl5FPYycVPPtzbV9%252Bq2aKJv4F4FSO%252FU2BJzxqWT6kmn7QmUl5OYeP1NGg603UPjimjDjcp4DizsJ7g3aCE3mKe5E44b8FDAKk7unIk8S%252FGVdqXMMnEjWMMCNihOevQhCD4Em0Z4xRwy1KFBd2a0V258Npi9nb7AWfacF3k9JTub8Ni8lxfX8SRH4ZAgbriKPfZDkaA1vZn98M2wkkLSZbrtlK%252B%252B6ntfmiZNM7nAJDtlV6rK7lwcJF3asuUrp0QcsyKV0uw%253D%253D
file:///var/www/claromentis/application/web/people/user/73489755
file:///var/www/claromentis/application/web/intranet/knowledgebase/search.php?tag=infocapture&tag_search=tag_search
file:///var/www/claromentis/application/web/intranet/knowledgebase/search.php?tag=intranet&tag_search=tag_search
file:///var/www/claromentis/application/web/intranet/knowledgebase/search.php?tag=user%20guide&tag_search=tag_search
file:///var/www/claromentis/application/web/intranet/knowledgebase/search.php?tag=archive&tag_search=tag_search
file:///var/www/claromentis/application/web/intranet/knowledgebase/search.php?tag=ticket&tag_search=tag_search

	Configuring and Searching Archived Tickets
	Configure archiving age
	Which status(es) should be archived?


