
Chronicle Service Definition Document 
 

QUESTION 1: WHAT IS THE SERVICE, AND HOW DO I GET IT?  

Chronicle Online is a cloud based workforce management solution you can access 
on any device anywhere in the world. 

SERVICE SUMMARY 
Chronicle and “Workforce Management” encompassing Time and Attendance, HR, 
Scheduling, Access Control and Self Servicing. 

FEATURES & FUNCTIONS 
All features are available to users depending on the licence bought. It is modular 
depending on requirements. 

ELIGIBILITY & PREREQUISITES 
Any client can access our technology. All that is required is a device with access to 
the web or a smart phone with either Android or Apple operating systems. 

SERVICE REQUESTS 
Request for help are done in product or via our help desk. In the product is a email 
ticketing system (we use Zendesk) and we run a help desk from 9-5 Monday to 
Friday UK time. 

AVAILABILITY 
100% availability. 

RELATED STANDARDS 
Chronicle adheres to the current GDPR guidelines and uses a secure robust 
Microsoft Azure environment to host and provide our service. 

 

QUESTION 2: HOW DO I USE THE SERVICE? HOW DO I GET HELP?   

Clients can access the solution using our client log in button on our web page 
www.chronicle-computing.co.uk  

Or 

The below URL. https://chronicleonline.azurewebsites.net/ 

GETTING HELP 

Help is provided 5 main ways. 

1. Online ticketing system using Zendesk 

2. On-site training, support and set up 

3. A collection of Youtube training videos and materials. 

4. Help desk 9-5 Monday to Friday. 



5. Knowledge Base – collection of 100+ articles including FAQ and troubleshooting.  

 

QUESTION 3: WHAT DOES IT COST? (SERVICE CHARGES) 

CHARGES 
All support and use of the 5 methods described above are including in the annual 
software charge and are unlimited. 

 

QUESTION 4: HOW DOES CHRONICLE SUPPORT THIS SERVICE? (SERVICE 
SUPPORT) 

These components all are provided for Support Readiness: 

SUPPORT ROLES 

• 1st and 2nd Line Support (Tier 1) 
• Dedicated Account Manager (Tier 2) 
• Development Resource (Tier 3) 
• Business Owners (Tier 4) 

TIER 1 SUPPORT DESK 

For each known issue, we use Zen desk to create the following: 
 

§ What is the known issue, error message and/or trouble? 
§ Are there any specific details required from client before escalation by support 

(e.g. computer name, location, IP address, device, terminal etc.). 
§ Who has raised it? 
§ Severity? 

 

ESCALATION PROCESS (Tier 2, Tier 3, Tier 4) 
For issues unresolved and based on severity Tier 1 Support desk can escalate to the 
various Tiers above. 

 

SERVICE LEVEL AGREEMENT (SLA) 
Chronicle Support and Maintenance terms detail the SLA as standard. Chronicle can 
provide custom SLA’s including 4Hr 6Hr, 24Hr Same Day Next Day guaranteed 
response. 

 


