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New Features of VIP Help Desk 3.03

Forgot Password feature in admin panel .

Update email format for HTML editor with test mail option.
Copy knowledge base question of one site to another site.
Added direct close button on ticket detail page top pane

PONPE

1. Forgot Password feature in admin panel .

Added Forgot Password functionality for administrator

Administrator Login

Username * |

i _ ﬁ Password * |
I Forgot Password ? I submit

2. Update Automated email editor

Update email format with HTML editor & test mail option.

Updated email formats as per usability as follows



Edit Automated Email Back

Do Mot Change symbols [¥**%*] They Have Some standard meaning.
e.g [username], [taken_by], [ticket_id], [subject], [status], [action_time], [ticket_message], [site_url],
[sitename], [ticketid], [subject], [dept], [msg], [ticket_status_link], [sitename], [site_url], etc.

Subject  [ipHelpDesk Reply |

Tessage B 7 U ,u;c|_ =
ALRAGm AL ES|IEE|gu|=2353LBEIJO | TOoR|A-2-
[E]| 5 da 3 " ¥ | EE|— 2[E % x| Q]

Hello [username], -
There is a VIFHelpDesk response by [taken_byl

[otpes— v [-rFormst—  w|-Fontramiy— v |-Fomtzze— v

Ticket ID: [ticket_id]
Subject: [subject]

Status: [status]

Time [action_time]
Message [ticket_messzge]

Cligk Here to chedk the tideet status
ticket status link]

Ermazil :[user_mail]

Password: [user_password] i

Path: table s thody » tr s td » table » thody s tr s td » table » thody s b s td » table » thody » tr s td 5 form s tableshows » thody » trrow]
# td s input testfield

A~

Enter email Id to test this mail: | | [Test mail

3. Copy knowledge base question of one site to another site.

Admin can add selected knowledge base to the another site. When admin add any
site then the copy of same knowledge base is made for the new site selected by
admin .
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From Manage Knowledge Base module , admin can copy knowledge as shown in
following

16 Copyright Fire Wealth 0 Active [ 4 > [~]
17 How to find query answer on helpdesk 1 Active V4 x
18 How to find query answer on helpdesk (! Active V4 *
19 How to find query answer on helpdesk 1 Active ¥4 >
20 test 0 Act 4 pat
21 test 0 Active V4 *
22 test 0 Active V4 x
23 This is for protectyour rights site 0 Active V4 >
24 This is for protectyour rights site 0 Active V. *
25 how to I send test mails? 0 tive 100 7 >

|Se‘t Dizplay PriDri‘ty| |C.|J|:|y Selected to other products

After selecting necessary knowledge base click on “Copy Selected to other products
“ button , following page is displayed

Copy Knowledgebasze questions Back

Selected Questions

Copyright Fire Wealth

this is latest knowledgebase issue
how to I send test mails?

How to find query answer on helpdesk
this is latest knowledgebase issue
test

This is for protectyour rights site

How to find query answer on helpdesk
test

This is for protectyour rights site

How to find query answer on helpdesk
test

Select products to copy above guestions:

MarketingMainEvent2.com s
MarketingMainEvent.com

VRE1 com =
Bonus Claims

SureFireWealth.com

£

Uzage : Press and hold "Control Key" to select multiple products.

I Copy questions to selected products I

L]
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4. Added direct close button on ticket detail page on top pane

Operator panel —Ticket details page is displayed as shown in following

Ticket Notes

All notes
Note by admin * This is test note
23 July 2009 07:01 AM
Note by admin * This is testing 2
23 July 2009 07:01 AM
This is testing 2
This is testing 2
Note by sham ' This ticket issue is sorted yesterday. Delete
23 July 2009 07:03 AM
Note by sham * This is not sorted Delete

23 July 2009 07:03 AM

Ticket Detail

18]
o
1z
l1]

Back | Assign Ticket | Add Ticket Note | History(6)

Same functionality is added in ticket details page in admin panel

New features of VIP Help Desk 3.02

1. Text content management for HelpDesk Home page
Change the home page text from administrator panel lets you customize the
home page text according to your requirement .



——
WelcomeAdmin to eLuminous HelpDesk! User Guide | Feedback | Preview Site | Operators Paned
Home Logout,

Edit Site Main Text Back

Mew Site Main Text * Email ha= become increaszingly unreliable. Since our emails notifying you of your

ticket updstes may fail to be

delivered, it is vital that you log back in to our Help Desk and check the
status of your ticket(s) frequently for

updates . YWe will sttempt to reply to your ticket(s) as quickly as
possible, and all tickets are answered in the

order received. We attempt to answer every email within 24-45 hours
but in some situations it may take longer.

Edit Site Sub Text

*r:.lew Site Sub Text Title |Happy TaHelp

New Site Sub Text Wi are here to Help you, please try to find the answer to your question in the
Content * knowlece

Base & Trouble Shooter. If that doesn't work post your ticket to related
Product.

Update Sub Heading & Text

Powered By ¥IP Help Desk So_ﬂ:ware




WelcomeAdmin to eLuminous HelpDesk!

Manage Product

[v]

Product Hame

\Web Design & Development

iralTrafficListBuilder.com

YIPProfitZone.com

ST DASH

SureFireveaalth.com

SavingyourTime.com

ResellMasterCourse.com

LearningToEarnOnline.com

InstantGraphicsPro.com

Instant Video Empire

eListSecrets.com

BigSeminarsaudio.com

Product Type

SureFireWealth, Inc, Network
Sites

SureFireWwealth, Inc, Metwark
Sites

SureFireWealth, Inc, Network
Sites

SureFireWwealth, Inc. Metwark
Sites

SureFire\Wealth, Inc, Network
Sites

SureFireWwealth, Inc, Metwaork
Sites

SureFireWealth, Inc, Network
Sites

SureFireWwealth, Inc, Metwaork
Sites

SureFire\Wealth, Inc, Network
Sites

SureFirewealth, Inc, Metwaork
Sites

SureFireWealth, Inc, Network
Sites

SureFireWwealth, Inc, Metwaork
Sites

Status

Active

Active

Achive

Active

Achive

Active

Active

Active

Active

2. Set display order of Your Product's & Product Type.

12

User Guide | Feedback | Preview Site | Operators Panel

Set Display Priority

Logout

Add Hew | Clear Search

Edit  Delete

NS

NN SN (NN NS N
DDDDDDDDDDDDDI

| B |t DU oG | DR B | D | S| o

A8
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New Features of VIP Help Desk 3.0
New features of Admin panel

1. Adding extra fields in Submit Ticket page .

1. Adding product wise departments.

2. Facility of adding dynamic fields for departments to collect the information from
user at the time of posting ticket.

3. Admin can make dynamic fields as mandatory or optional .

Manage Departments Add Hew | Clear Search

[ | [0 Products v | [an %] [searen |
# Name Product Parent Status Set Fields Edit Delete
1 Biling SYTDASH Root Active add X
2 Support SYTDASH Root Active add P X
3 Technical SYTDASH Root Active add  F X
4 testing VIPcart.com Root Active add K

After clicking on Add link ,admin can add extra fields for ticket submit form

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Back

Add field here ;make it mandatory or

optional

Optional I"-‘1ar'n::latuz:ury,r

Add Field
Department Name  Billing
For Product SYTDASH
Field Name |
Field Type
ADD

# Field Hame

1 username

2 purchase date

Click on "Add" button

Field type Delete
Mandatory >
Optional x

2. Admin can view log history ,Ticket History and add Ticket Note —new
feature in Manage Tickets module .

Admin can view the ticket log history of user e.g. checking ticket status as open or

closed

Ticket log history is displayed as shown in following snap



Ticket Detail

Ticket Id
Ticket By
Pricrity
Product Name
Department
Operator
Posted On
Subject

Message

Status

00000000003

1ai123, jaibhushanos@amail.com

High

SYTDASH | Admin Login

Technical

Thursday 19th of February 2009 03:04:30 AM
Test

test
FTPhost :  test

FTP name : test
FTP user : test
FTP Pass : test

CLOSE
Post Reply +

Note by rajl23 - 2009-02-19 03:49 AM
User (Visible to staff members on every ticket created by this user) -Technical dept
Note by test123 - 2009-02-19 04:08 AM

Ticket (Visible to staff members only on this ticket) 003-Technical

Ticket log History

21:February:2009

03:48

Ticket Closed by : test

15

Back | Assign Ticket | Add Ticket Note | History(2)

Delete

Delete

Admin can see the ticket history of any user (i.e ticket details of ticket submitted
by same user for the same department) Admin can assign ticket to any operator,
can add ticket note .
Admin login link is added in ticket details page after clicking on it admin panel login
page is displayed .

Above features are displayed as shown in following
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Hcket Dok ! Back | Assian Ticket | Add Ticket Note | History(2) |
Ticket 1d . 00000000003 dded new links Assign Ticket,Add Ticket
Mote 8 History
Ticket By : Jail23, jaibhushan05@agmail.com
Priarity : High
( ) ) T\f\dded Admin login link in Ticket
Product Name :  SYTDASH | Admin Login detials page in admin panel
Department 1 Technical
Operator =
Posted On : Thursday 19th of February 2009 03:04:30 AM
Subject : Test
Message 1 test
FTPhost:  test
FTP name : test
FTP user: test
FTP Pass : test
Status : OPEN
Post Reply +
Ticket history is displayed as show in following
Home
Ticket Detail
Ticket Id : DO00DDD0003
Ticket By . Jail23, jaibhushano5@gmail.com
Priority . High
Department . Technical
Posted On + Thursday 19th of February 2009 03:04:20 AM
Subject : Test
Ticket 1d Subject Date Department Status Priority
00000000003 test 19 Feb 2009 03:04 AM Technical Open High
00000000001 test 19 Feb 2009 01:10 AM Technical Close Medium

]|
© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Add ticket note to ticket as follows

Ticket Detail
Ticket Id : 00000000002
Ticket By . Test, test@testing.com
Priority ¢ Low
Department . Billing
Posted On . Thursday 19th of February 2009 01:11:37 AM
Subject . Testing Ticket
New Ticket Note
Mote Type * : Ticket (Visible to staff members only on this ticket)

User (Visible to staff members on every ticket created by this user)

Mote Visible to = : | |
|sham123 |

(The ticket note can be made visible to a specific staff member only)

Contents

Add

3. Added product Type field in Add product page &listing page of manage
products

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03



Add Product Back

Product Name *

Product Description *

Product Image * | || Browse... |

Product URL * || |
e.g.http://www.yourdomain.com

Product Admin URL * | |
e.g.http:/fwww. yourdomain.com/newadmin

Product Type * |5.e|e-:1 Product Type V|

Save

On listing page of manage product module add product type is displayed as shown
in following

Manage Product Add Hew | Clear Search
All WAl A search Delete
I | | N | | Dekte |
# Product Name Product Type Status Edit  Delete
MemberSpeed, Inc. Network A
1 VIPcart.com Sites Active V4 x
MemberSpeed, Inc. Network _
2 SYTDASH e Active s X
- SureFireWealth, Inc. Network Aty
3 Marketing.com Sites Active # *
4 Internetmarketing.com Internet Marketing Sites Active V. x

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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4. Added new module Manage Product Types

Centralized support desk feature —Multiple products are displayed on single help
desk system .

For centralized support system, created interface to manage product types
e.g.MemberSpeed and Surefire Wealth etc.

Functionalities of Manage product Types module
Add Product Types

Admin can add product types as follows

Add Product Types Back

Product Type Mame * |

Save

Manage Product Types module have following functionalities

Add New product types

Edit product types

Searching & Sorting functionality
Delete Functionality

Active /Inactive functionality

Manage Product Types Add New | Clear Search
| | | | "Ail v I =earch I | Delete |

# Product Type Date Added Date Modified Status Edit Delete
SureFireWealth, Inc. Network ¢ »

£ 2 2009-02-18  2000-02-18  Active £ X
MemberSpeed, Inc. Network aie

- et 2009-02-18  2009-02-18  Active s X

3 Default Products 2009-01-17  2009-01-17  Active 7 X

Sorting functionality for Product Types ,Date Added & Date Modified
Ascending & Descending sorting order functionality
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If product types having product then while deleting product types system displays
confirmation message like “Product types cannot be deleted, there are products
under this product type “ as per usability & added data security.

Admin can inactive the product types, after inactivating product type’s products are
not displayed to user panel.

New features of Operator panel

1.New changes in operator home page

In operator panel, each operator can see immediately the department and
product's tickets that was assigned to him/her.

Added new links in operator panel
e Profile setting
e User Guide
e Feedback

As shown in following

Welcome RAJ123 to ELuminouSTechnologies! Profile Setting | Change Password | User Guide | Fesdback | Preview Site | Administrator Panel
Logout
# Product Name (Total Tickets) My Open Tickets My Closed Tickets

Technical(1}

1 SYTDASH (1) 2

2 testing (1) 1

Operatos can view the tickets of his/her department( those tickets are not assigned
to him/her) .

Operators can now assign tickets to other operator by selecting product and
department.

Profile setting :Operator can set email notification mails as follows
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Hotification Setting
Motify me when admin assign ticket
Motify me when other operator assign ticket
Motify me when admin reply to ticket

Motify me when user reply to ticket

Motify me when ticket Status change by
admin

< == ==

Motify me when ticket Status change by
operator

Save

K

2. New changes in ticket details page

Operator can view ticket log history of users

Operators can assign ticket to other operators .

Operators can see the history of ticket .

Operator can add note to ticket

Added Admin login link in ticket details page ,after clicking on admin login link
control goes to login page of admin panel.

All links are opened in new window as per usability of Web application.
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Ticket Detail Back | Assign Ticket | Add Ticket Note | History(2)
Ticket 1d . 00000000003
Ticket By . Jai123, jaibhushanos@amail.com
Priority . High
Product Name ©  SYTDASH | Admin Login
Department . Technical
Operator © rajl23
Posted On . Thursday 19th of February 2009 03:04:30 AM
Subject : Test
Message . test
FTPhost:  test
FTP name : test
FTP user: test
FTP Pass : test
Status . OPEN
Post Reply +
Note by raji23 - 2009-02-19 03:49 AM Delete

User (Visible to staff members on every ticket created by this user) -Technical dept
MNote by test123 - 2009-02-19 04:08 AM
Ticket (Visible to staff members only on this ticket) 003-Technical

Ticket log History

Ticket Cl d by : test
21:February:2009 tEah e il M

03:48

|I'_:jslt2R3epw By : " Ticket Re-Opened by raj123

21:February:2009
04:06

Operators can now assign tickets to other operator by selecting product and
department as shown in following
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Ticket Detail
Ticket By : 1ail23, jaibhushan05@gmail.com
Priority . High
Department . Technical
Operator L orajiz23
Posted On . Thursday 19th of February 2009 03:04:30 AM
Subject . test
Message . test
FTPhost :  test
FTP name : test
FTP user : test
FTP Pass : test
Status . OPEN

New Assignment

Department * : [Techcal )
Operators Lo |test123 W

Operator can add note to ticket as follows

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Ticket Detail
Ticket Id . DDD0O00D0003
Ticket By ¢ 1ai123, jaibhushanos@gmail.com
Priority . High
Department . Technical
Posted On . Thursday 19th of February 2009 03:04:30 AM
Subject . Test
Hew Ticket Hote
Note Type * : Ticket (Visible to staff members only on this ticket)

User (Visible to staff members on every ticket created by this user)

Note Visible to * : | =
|test123 |

(The ticket note can be made visible to a specific staff member only)

Contents

When operator select Note type as Ticket and Note Visible to “All Staff Users “
then note is visible to all staff members of that ticket .

When operator select Note Type User ,Note Visible to “All Staff users “ then
ticket note is displayed to all staff members for every ticket of that user .

e.g, operator added note for test@test.com user ,then for every ticket of user
test@test.com displays ticket note to all staff members of that department
.(department wise display note )

Log history displays ticket open /closed status
History of ticket displays how many times tickets opened by same user .


mailto:test@test.com
mailto:test@test.com
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New features of User panel

Centralized support help desk system

Display of multiple products with their sites & help desk support home .
Admin can control on multiple products displayed at user panel .

New theme of user panel as per GUI standards.

Help desk system is Easy to use & simple to understand as per usability.

Welcome to ELuminousTechnologies!

Email has become increasingly unreliable. Since our emails notifying you of your ticket updates may fail to be delivered, it is vital that you log
back in to our Help Desk and check the status of your ticket(s) frequently for updates. We will attempt to reply to your ticket(s) as quickly as
possible, and all tickets are answered in the order received. We attempt to answer every email within 24-48 hours but in some situations it may
take longer.

Login
Happy To Help :

We are here to Help you, please try to find the answer to your question in the knowledge Base & Trouble
Shooter. If that doesn't work post your ticket to related Product.

MemberSpeed, Inc. Network Sites, Inc. Network Sites

SYTDASH

VIPcart.com

Interntetmarketing.com

Powered By VIP Help Software
VIP HelpDes .
b

User can view knowledge base before submitting ticket

There will be separate link for all products help desk —Support Home

Added Turing code (Captcha code ) in submit ticket page as per security point of
view.

Product wise departments are displayed in Ticket submit page.

e.g if user submitting ticket for Internetmarketing.com then only
internetmarketing.com product departments are displayed.

L]
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After clicking on submit ticket button user can view knowledge base before
submitting ticket

View Knowledgebase

@ | | | | | [ searcn |

@ Question Department Views
1 How is installation performed ? Technical 5

If your guery not solved you can Submit Ticket

After clicking on submit ticket following page is displayed

Home Login A
Submit Ticket

If you can't find a solution to vour problems in our knowledgebase, vou can submit a Ticket by selecting the appropriate
Department below.

Product * SYTDASH

Your Name # |

Your Email * |

Department” I Dapariment ]
| Select Department

Ticket Subject - [[EETTCINNNNNNN |

;Bi\lmg [

Message * | Support Please select department name |

You will get Relative Match of your query when you type

Attachment [ Browss.. |

Priority

Turing Code = [ | 919?? :

Powered By VIP Help Desk Software
Copyright 200 WIP HelpDesk 3.0. All Rights Reserved.

Designed & Developed by eLuminous Technologies
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How —to Configure VIP Desk ver 3.0

Easy steps to configure VIP Desk 3.0

Step 1: How to install VIP Help Desk ver 3.0

1.Pre —installation instructions

Download 'vipdesk_setup.zip' to your local machine.
Unzip the file
Create a folder within ‘public_html’ on your server.
Upload all the folders and files within 'vipdesk setup.zip' to this new folder
Change the permission for following files & folders to '777'
Files: includes/config.php
Folders: download, attachments, help_file

ANENENENAN

2. Open Site URL link in browser:

e.g. http://www.yourdomainname.com/newfolder/index.php' where,
yourdomainname.com, would be your domain name
new folder: this can be any folder name, where you would have uploaded
all the files.

After opening site URL link in browser, following page is displayed

VIP Desk Installer Applicationv3.0

Welcome!

Through thiz site you can make zet up yvour wwebsite. This requires you to only have
php and mysgl support far your site This installer will install all the necessary things
on your server You have to just supply some common information and relax on your
zeat. The script will be installed in just 2 mins.

Pre Installation Check :

1. download, attachments, help_file folders must have 777 permission.
2. includes=rficonfig.php, file must have 777 permission.

To begin the installstion, please click on the button below:

Iriztall I
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3 .Click on on “Install “ button to begin the installation ,after clicking on install
button following page is displayed

VIP Desk Installer Applicationv3.0

1. Please enter your database server information:

WWW Catalog Directory
[#vipdeskyas

The directory whete all the files resides.

Site URL

&0, Htp ey company .comhelpdesk.

Database Server

The database server can be inthe form of & hostname, such as fecalffost or as an IP
address such as 192 185.0.1.

Username

The uzername is used to connect to the database zerver. An example username is
el 10,

Paszsword

The pazsword iz uzed together with the uzername, which forms the databaze uzer
accaourt.

Database

The databaze uzed to hold the site data. An example databasze name iz cash.

Continue I Cancel I

Powered By VIP Help Desk Software
WIP Desk Copyright & 2009.41 rights reserved.

Please enter database & server information as following
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v" WWW Catalog Directory: Enter name of your folder e.g./vipdeskv3/ it is
displayed by default .
v' Site URL : Enter your site URL
* e.g. http://www.yourdomainname.com/newfolder where,
* yourdomainname.com, is your domain name
= new folder: this can be any folder name, where you
= uploaded all the files.

v" Database Server :it is localhost

e.g. Generally it is localhost, please check when you opened your database
through phpmyadmin then at top left corner there will be server: localhost
,if there is another name is available instead of localhost then give that
name as Database Server .

v' Username : Enter your MYSQI username
e.g. If your username is test & database name is xyz_mytest then your
MYSQL username should be xyz_test .

v Password: Enter your mysql database password.
v Database : Enter your MYSQL database name.

e.g. Xxyz_mytest

4. Click on “Continue “ button following page is displayed

VIP Desk Installer Applicationv3.0

Script Installed successfully.

Please login with....
Username=admin
Password=admin

Hote : Please delete install folder before using
this script.

Adminiztrator Lodgin

Operators Login
Site Home

Powered By VIP Help Desk Software
WP Desk Copyright @ 2009 A1 rights reserved.
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Step 2: Set up your help desk system

1. Login to Admin Panel of VIP Help Desk 3.0

VIP Help Desk 3.0

Welcome to VIP Help Desk 3.0!

User Guide | Feedback | Preview Site | Operators Panel

Administrator Login

Username * I |

Password * [ |

After giving username & password as admin, following screen of Admin home page
is displayed

Announcement

|
1 Trouble Shooter T
| ] Manage Trouble shooter i . S
e ! . T et Manage Downloads
2 AddMNew NN @ o-oTtottthaTTaan
“*—, W Add New
e B nitaEn

Manage Announcement

Departments

Knowledgebase et i
Manage Departments ! L Automated Email
Manage Knowledgebase U || o Depmrtment '

Manage Automated Email

== Tickets [ Operators
—— o Manage Cperators

Members
b Products
L& M Member
: e Manage Product
m AddNew. =222 W ccocromooreae-

© 2009 VIP Help Desk 3.03
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Settings
Edit admin mail id

Product Types

Manage Product Types

User Guide for VIP Help Desk 3.03
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2. Add Product Types

Announcement

| | Trouble Shooter
b i 'y Downloads
% = '

m | MansgeDownloads
¥ il Add New

Manage Announcement

Departments

Knowledgebase
Manage Knowledgebase = = WS g C o CCoTmtotoottoTe e

Manage Departments “ma | Automated Email

Add New Department - Manage Automated Email_

EEETL Tickets “iy.agy  Settings

- . Operators (C f( 4 Edit admin mail id
anage |ICcKets Y
e Manage Operators S L

View Ticket transfer log

Click here to Add New
product Type

Members Products
M Member:
- Hanzge TEmReE Manage Product
) fdd New Add New Product

After clicking on Add product Types following page is displayed

Add Product Types Back

Product Type Name * |Internet Marketing Sites

Save

Click on “Save “ button, control goes to following page

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Manage Product Types Add Hew | Clear Search

[ | | [ ][] | Deete |

# Product Type Date Added Date Modified Status Edit Delete

1 Internet Marketing Sites 2009-02-23  2009-02-23  Active S X
SureFireWealth, Inc. Network St

g 2E 2009-02-18  2009-02-18  Active S X
MemberSpeed, Inc. Network R £

g Lo 2009-02-18  2009-02-18  Active P A ¢

4 Dpefault Products 2009-01-17  2009-01-17  Active s, X

After adding product types ,listing page of Manage Product Types is displayed as
above.

3. Add Products (you have to add the products which will be displayed at user
panel)

Announcement

""""""""" Manage Announcement

‘i Trouble Shooter ﬁ 5 load
4 1 | 1 Trouble shooter i "-.. w

Departments
Knowledgebase 1 Automated Email

Manage Departments |
Manage Knowledgebase riE | Manage Automated Email

[Licen® 8 Tickets

Operators
Manage Tickets

Manage Cperators

Members Product Types

Man Member
-ANAIE TATREE Manage Product Types

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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After clicking on “Add New Product “link, Add New Product page is displayed

Add Product Back

Product MName = |Internetmark&tin g.com

Product Description * |internet Marketing products

Product Image * |c:\Documents and Settings\admin\Wy Doc|| Browse... |

Product URL * |ht't|:|:.f.-'www.internetmarketin g.com |
e.g.http:/fwww.yourdomain.com

Product Admin URL *  |http:fiwww internetmarketing. com/new adrmin |
e.g.http:/fwww.yourdomain.com/newadmin

Product Type * | Internet Marketing Stes v|

Save

Note: Enter correct product & Product admin URL

Click on “Save “button then control goes to Manage Product page as shown in
following

Manage Product Add New | Clear Search
I [an v| [an ¥ [seareh | [ Delete |
# Product Name Product Type Status Edit Delete
MemberSpeed, Inc. Network E
1 VIPcart.com e Active i x
MemberSpeed, Inc. Network 5
2 SYTDASH il 2 £ X
: SureFireWealth, Inc. Network A
3 Marketing.com s Active 4 x
4 Internetmarketing.com Internet Marketing Sites Active V4 X

After adding products, listing page of Manage Products is displayed as above.

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03



4.Add Departments

Trouble Shooter

Knowledgebase

Tickets

Members

Manage Members

Manage Trouble shooter

Manage Knowledgebase

Downloads

Manage Downloads

34

Announcement
Manage Announcement

Click here to Add New Department

Departments
lanage Departments T
4 dd

e * Automated Email
Manage Automated Email

ent g L e E Lo e oToaaala-

Operators
Manage

Products

Operators

Manage Product

<83,y Settings
(C :‘?{ ';. Edit admin mail id
i ]

Product Types
Mana

After clicking on Add New Department, following screen is displayed

Add Department

Back

Department Name * |Account

Product Name

Parent Department

Save

|Internetmarketing.u:nm W

Click on “Save” button then control goes to Manage Department page.

© 2009 VIP Help Desk 3.03
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Add New | Clear Search

| [Auproducts v

RE

v| I search |

# Name

1 Account
2 Billing

3 Support
4 Technical

5 testing

Product
Internetmarketing.com
SYTDASH
SYTDASH
SYTDASH

VIPcart.com

Parent
Root
Root
Root
Root

Root

Status

add
add
add
Add
Add

SN NSNS
X X X X

SetFields Edit Delete

X

=

e

After adding departments, listing page of Manage Department is displayed as

above.

If admin wants to add extra fields in ticket submit form then he can add after

clicking on “Add” link

There is validation for extra fields, admin can decide which field on Ticket submit

form is mandatory & which field is optional as follows .

Add Field
Department Name
For Product

Field Name

Field Type

Billing

SYTDASH

| |
Optional r'-"I.Elr'n:j.Eutc:r\,-r

Add field here ;make it mandatory or
optional

Click on "Add" button

ADD
# Field Hame
1 username
2 purchase date

Field type

Mandatory

Optional

Delete

X
X
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5. Add New Operator to VIP Help Desk System

Announcement
Mana

Trouble Shooter & b s
= b ownioads
Manage Trouble shooter i

H& Add New —
[

Departments
Manags Departments N> Automated Email
omated Email

Knowledgebase

Manage Knowledgebaze

Click here to Add New Operator

TR Tickets St T Settings

Operators r é—
LS
lanage Cperators g l.:

Manage Tickets

;, Edit admin mail id
ol

Archive

Wiew Ticket transfer log i

Members

SeRES i Product Types
Manage M

HRnEaE: McRBETS Manage Product Types
Add New

After clicking on Add New Operator following page is displayed

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03



Add Operator Back

Operator username * |mytest |

Operator password * |------ |

Operator email * |mytest@testing.com |
Department * Technical (SYTDASH)

*Biling (SYTDASH)

+Support (SYTDASH)

*te=ting (VIPcart.com)

+Account (Internetmarketing. com)

Mete:mailbox host and password are required for ticket posting by mail.

Mailbox Host | |

Mailbox Password [ |

Save

Click on “Save “button, control goes to manage Operator page as shown in
following

Manage Operator Add Hew | Clear Search
| |
# Operator Departments Status Edit Delete
1 test123 Technical (SYTDASH) Active 4 x
2 swatil23 Technical (SYTDASH) Active 7 X
3 sham123 Billing (SYTDASH) Active v X
. Technical (SYTDASH),testing .
Lot (VIPcart.com) LT '4 x
Account o
Bl IyRock (Internetmarketing.com) e v4 x

7 5E0$= 73 |1 |- OO TR -

After adding operators listing page of manage operator is displayed as shown
above.

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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6. Change Admin settings

You can change admin settings OR use default settings .

Announcement
"""""""""""" Manage Downloads

Manage Anncuncement

| Trouble Shooter ﬁ it
‘K' Manage Trouble shooter " W —ownoars

Departments
Knowledgebase

Manage Knowledgebase

Automated Email
Manage Automated Email

- . Settings

. Tickets i S

= =rE= Operators @ Edit admin mail id
Manage Tickets e

Manage Operators

Members Producis - Product Types
M Memb . : : T
nbers
anage Members Manage Product ] oduct Types

e.g. You can change site name as follows

Edit Site Hame Back

Old Site Name VIP Help Desk 3.0

New Site Name * My Help Desk System

Save

After clicking on “Save “ button Site name is changed as below

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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WelcomeAdmin to My Ha p Desk System! User Guide | Fesdback | Preview Ste | Operators Panel

| After editing site name is displayed as above |

Trouble Shooter ﬁ -
| 4 Manage Trouble shooter A b Downloads
W Addnew | ownloads

SN fdd New
i Vo)

Logout

Announcement

Manage Announcement

After editing site name or site slogan Admin panel ,Operator & user panel site
name or site slogan is changed .

7. Add Knowledge Base ,Downloads ,Announcements & Trouble Shooter

| Trouble Shooter
R Downloads Announcement
Manage Trouble shooter
e Manage Downloads Manage Announcement
' Add New Add New
Admin can add Trouble Shooter,Downloads ,Announcements &
Knowledgebase.
- — Departments
nowledgebase P i
- : Manage Departments N Autemated Email
Manage Koowledgebass Add New Department . Manage Automated Email_
---------------------- |
| Lincows® 8 Tickets ,f . ,I} . ,I_ Se.ttmgs. -
) Operators (¢ Iy b Edit admin mail id
Manage Tickets - S

Manage Cperators

Add New
= Operators Performance
-, .
Members ;
T TR Products . Product Types
Manage Members

_IE1_anqg_z_z_Prcduc_t_ Manage Product Types
_________ Add New Product f

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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8. Mange Tickets :Admin can manage Tickets after submitting tickets by
users .

Admin can assign tickets to operators & manage tickets added by users as follows

My Help Desk System
WelcomeAdmin to My Help Desk System! User Guide | Feedback | Preview Site | Operators Panel
Home Logout‘
R e
Search ticket By : |Se|ect Field v I Admin also post reply to any ticket I
(Search for Product : |5YTDASH Select product for which you want
to search tickets
Manage Ticket ear Search
@ | | | | | | [ ]| | [open w| [seargh] [Deete |
@ Ticket 1D Subject Member Department : operator Priority Date Status il
1 00000000007 test test Billing(SYTDASH) :  High 2009-02- Open iy
rajiz3 19
2 00000000005 testing jal23 Billing(SYTDASH) :  High 2009-02- Open REFLY
raji23 19
3 00000000004 Eilling ttest Billing(SYTDASH) :  High 2009-02- Open RERLY
sham123 19
4 00000000003 test Jail23 Technical High 2009-02- Open REFLY
(SYTDASH) : 19
raj123
5 00000000002 [Testing Ticket test Biling(SYTDASH)  Low 2009-02- Open R
19
IAfter clicking on ticket subject ;admin can check history of ticket ,log history & Add note to ticket. | Siﬁd
@ Assigned selected ticket To : | $vTDASH v| |Technical v|

Assign ticket to operator & click on "assign " button

Note : Admin can check manage ticket functionality only after submitting
tickets by users from user panel of VIP Desk Help System.

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Step 3 : Operator /Staff user

1. Opearator /Staff user can login to Operator panel of VIP Help Desk.

VAP Desk Installer Applicationv3.0

Seript Installed successfully.

Please login with....
Username=admin
Password=admin

Hote : Please delete install folder before using
this script.

Adminiztrator Login
Operators Login
Site Home

Powered By VIP Help Desk Software
YIP Desk Copyright @ 2009 Al rights reserved.

By using Operator login link operator can login to operator panel.
Administrator can give the password to operator .

Operator login page is displayed as follows

My Help Desk System
Welcome to My Heip Desk Svsten‘l! User Guide | Feedback | Preview Site | Administrator Panel
Operator Login
q

1 Username = | |

Password * [ |

Forgat Passward ?

After entering valid username & password operator can login to Operator panel as
follows

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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WeICOmeRﬂj123 to My Help Desk System! Profile Setting | Change Password | User Guide | Feedback | Preview Site | Administrator Panel

Logout
# Product Name (Total Tickets) My Open Tickets My Closed Ticket
: Technical(1)
AS| Technical(1) S
1 SYIDASH(1)3z o-emERa B

2 VIPcart.com (1) 1 - -

Operators can check the tickets were posted by uses .After assigning ticket to
operator,he/she can view his/her department wise open /Closed tickets.

After clicking on product name, following page is displayed

Tickets awaiting for reply(1)

: ! Open Tickets (1) : x Close Tickets (0]

Knowledgebase m;&%\u Trouble Shooter
:I]J—l

After clicking on department e.g. Technical ,Billing then following page is displayed

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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—
Home Lc:goug|
Search ticket By : irSeled Field V} l:l Mote : ticket Id in GREEN color are Tickets awaiting for reply
Search For Product : | SYTDASH v
Manage Ticket Clear Search
@ | | | i | m | | o ][]
@ Ticket ID Subject Member Department : operator  Priority Date Status Detail
1 00000000003 test Jailz2z Technical : raji22 High 2009-02- Open REPLY
19
Select
Al
@ Assigned selected ticket To : | Select Products vI isaleﬁ Department vi |Operamr v| | assign |

Operator can give reply to users ticket .

From ticket details page operator can do following operations
1.Assign ticket to another operator

2.Add Note to ticket

3. Check the History of ticket .

After clicking on Ticket subject ,Ticket details page is displayed as shown in
following

L]
© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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kot De Back | Assign Ticket | Add Ticket Note | History(2)
Ticket Id © 00000000003
Ticket By +Jail23, jaibhushanos@amail.com
Priority . High
Product Name » SYTDASH | Admin Login
Department . Technical
Operator ¢ rajiz2a
Posted On . Thursday 19th of February 2009 03:04:30 AM
Subject . Test
Message . test
FTPhost :  test
FTP name : test
FTP user : test
FTP Pass : test
Status © OPEN
Post Reply +
MNote by raj1i23 - 2009-02-19 03:49 AM Delete

User (Misible to staff members on every ticket created by this user) -Technical dept
MNote by test123 - 2009-02-19 04:08 AM
Ticket (Visible to staff members only on this ticket) 003-Technical

Ticket log History

Ticket Cl d by : test
21:February:2009 MR SO SE Yt oS

03:48

Ir_:jslthgepw By : " Ticket Re-Opened by raj123

21:February:2009
04:06

Ir_sjgltzgeply By: " Ticket Re-Opened by raj123

21:February:2009
04:07

L]
© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Step 4: Test your Help Desk

VP Desk Installer Application v3.0

Seript Installed successtully.

Please login with....
Uzername=admin
Password=admin

Mote : Please delete install folder before using
this script.

Adminiztrator Login
Operators Lodgin
Site Home

Powered By VIP Help Desk Software
YIP Desk Copyright @ 2009 81 rights reserved.

After clicking on Site home link VIP Help Desk user panel is displayed as shown in
following

OR After clicking on Preview Site link from Admin panel home page ,User panel of
VIP Help Desk system is displayed .

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03



VIP Help Desk 3.0

Welcome to VIP Help Desk 3.0!

Email has become increasingly unreliable. Since our emails notifying you of your ticket updates may fail to be delivered, it is vital that you log
back in to our Help Desk and check the status of your ticket(s) frequently for updates. We will attempt to reply to your ticket(s) as quickly as
possible, and all tickets are answered in the order received. We attempt to answer every email within 24-48 hours but in some situations it may
take longer.

Login )
Happy To Help :
we are here to Help you, please try to find the answer to your question in the knowledge Base & Trouble
Shooter. If that doesn't work post your ticket to related Product.
Internet Marketing Sites, Inc. Network Sites
Internetmarketing.com
MemberSpeed, Inc. Network Sites, Inc. Network Sites
SYTDASH
VIPcart.com
SureFireWealth, Inc. Network Sites, Inc. Network Sites
Marketing.com SUBMIT TICKETS
After clicking on “ SUBMIT TICKET “ button user can submit ticket
User can view knowledge base before submitting ticket.
SUPPORT HOME is separate link for each product home .
After clicking on submit ticket button user can view knowledge base before
submitting ticket
View Knowledgebasze
@ | | | | | | search |
@ Question Department Views
1 How is installation performed ? Technical 5

- T
If your guery not solved you can Submit Ticket |galilal iRilE

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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After clicking on submit ticket following page is displayed
Home Login ~

Submit Ticket

If you can't find a solution to vour problems in our knowledgebase, vou can submit a Ticket by selecting the appropriate
Department below.

Product * SYTDASH

Your Name # | \

Your Email * | ‘

DEprtment’ (e iment 7|
|Select Department |

Ticket Subject - [[EETTCINNNNNNN |

Biling t

Message * i_?g_p_g_?rl Please select department name |

You will get Relative Match of your query when you type

Attachment [ [ Browss.. |

Priority i_ng 7v
Turing Code * |:| ! 919?? :

Powered By VIP Help Desk Software

Copyright 2002 9 VIP HelpDesk 3.0. All Rights Reserved.
Designed & eloped by eLuminous Technologies

Note : While submitting ticket check for user account -if account is not available
then account should be created by using user email & password are sent on user
email.

After login user can view the ticket status & change the status of ticket.

User submitted ticket is displayed at Operator panel as well as Manage Ticket
module in Admin panel.
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1.INTRODUCTION
This guide provides information for how to install and use “VIP Help Desk”
web based application. Web based VIP Help Desk is divided in to three panel -
Admin, operator and User. Using this help desk application customer or site visitors
can submit their query, question and technical help.
1.1Getting started with VIP Help Desk application.
Login Screen-
VIP Help Desk User logs into VIP Help Desk through the login screen. On the
login screen user must enter the user name and password.
- Admin ( Username and password)
- Operator ( Username and password)
- User
Admin main page-
On admin main page have like- manage page link, icon link, add
New link, logout link, user friendly tool tips, operator panel link and preview site
link.

Operator main page-

On Operator main page have functionality like- manage pages link, tool
tips on link, administrator login page link, tickets awaiting for reply functionality,
preview site link
User section page-

On User section main page have functionality like- Manage link, Icon link,
user friendly tool tips.

1.2Features.

-Added Tiny_mce editor in admin panel- trouble shooter, announcement,
knowledgebase and operator panel- knowledgebase and trouble shooter page.

-While replying a ticket admin or operator add reply to knowledgebase.
- While submitting the tickets, when user type the message in the text field box,
the system will automatically search the relevant keyword result and display on

same page.

- Fast Sorting and searching functionality on manage pages.
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-Tab order sequence in horizontal manner.

- Action messages for add , update and delete functionality.
- Back to page functionality on add , edit and details page.
-Added red asterisk mark for mandatory field.

-Clear search functionality on the manage pages.

- Action confirmation is displayed standard form, after 3 seconds message is
closed.

- Standard error message for invalid operations.

-Added active/inactive functionality to control user section.

- Ajax based functionality like- post reply + -

- Added ticket log history functionality eg. Last reply — user and operator panel.

- Added archive functionality in admin panel to see closed/ completed ticket
ticket status.

-Added ‘Select all’ checkbox for selection of all records
- Operator performance stats is displayed on the page- Number of waiting for
reply, replied,
Open, Closed, New, Total, Rank etc.
- Admin can change Email id.
-Admin can edit site name and site slogan.
-For security purpose admin can change the password.
- Added manage help content functionality on- Ticket status, Tickets details help
for user, tickets assignement, search in records, relevant search on submit ticket,
list sorting etc.
- Added Readme.txt file in Download setup folder- While clicking on Readme.txt
file, it is displayed installation process like- How to install, open link in browser,

user name and password

- Added systematic and user-friendly installation help in Download setup folder in
Help folder.

- Added security while submitting ticket ,turing code is added
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1.3System Requirement-

PHP 4.0 onwards

MySQL 3.23 onwards

Internet Explorer 6.0 or higher
Mozilla Firefox 2 .0 or higher

2. INSTALLATION
2.1 How to Install this application

. Download 'vipdesk_setup.zip' to your local machine.
. Unzip the file
. Create a folder within ‘'public_html' on your server.
. Upload all the folders and files within 'vipdesk setup.zip' to this new folder
. Change the permission for following files & folders to ‘777’
Files: includes/config.php
Folders: download, attachments, help_file

® Q0T

2. Now open following link in browser:
‘http://www.yourdomainname.com/newfolder/index.php' where,
yourdomainname.com, would be your domain name

new folder: this can be any folder name, where you would have uploaded all the
files.

3. You will be on installer file follow the instructions & feel the details required for
installation.

4. Default username & password for admin panel is
Username: admin
Password: admin
3. USING HELP DESK WEB APPLICATION
3.1 ADMIN PANEL
3.1.1 Logging into the VIP Help Desk Admin Panel.
For Administrator login —
1. Enter Username for login.

2. Enter Password for login.
3. Click on * Submit’ button.
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Administrator Login

Username * | |

Fassword * | |

New Feature of VIP Desk ver 3.3

Forgot Password feature in admin panel .

Added Forgot Password functionality for administrator

Administrator Login

Username * | |

Password * | |

I Forgot Password ? I =ubmit

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03



52

3.1.2 Admin Index page

While entering valid username and password, admin index page is displayed.

Here admin can see different modules- manage trouble shooter, manage
download links, manage announcement, manage knowledgebase, manage
departments, manage automated emails, manage tickets, achieves, view

transfer log, manage operators, operators performance, settings, Member
,product ,Product Types preview site and operators panel link.
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WelcomeAdmin to ELuminousTechnologies!

. Trouble Shooter
o e i i Downloads
a larege T =i B

Departments

Knowledgebase

4

=

Lkt Tickets

Manage Tickets

Operators

t transfer log -

Members

i Products
Ad

3.1.2.1 Manage Troubleshooter

3.1.2.1.1 Add Troubleshooter-

|2

Preview Site | Operators Panel

Loguutl

Automated Email

Manage Automated Email

3 Product Types
3 Ma
E:?

While adding the trouble shooter admin can fill following details-

1. Enter Troubleshooter question in the text field box.

2. Enter Troubleshooter answer in the editor.

Using Tiny_mce editor, admin can insert image, text formatting etc.
3 Clicking on save button, Troubleshooter is saved successfully.

e Added ‘Back’ to page link, Go to the manage troubleshooter page.

© 2009 VIP Help Desk 3.03
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Add Troubleshooter Back
Question * Enter trouble shooter Question |
Answer * - - 1
- vg Faragraph vg - Font Family - VE - Font gize ~ v |
®|g o LE SO @O A-2-

| — 2[E] » » | [

Here you can add trouble shooter answer.

Path: p

Click on 'Save' button )

3.1.2.1.2 Edit Troubleshooter.
Admin can Modify/ Edit the troubleshooter modules following way-
1. Enter Troubleshooter question in the text field box.
2. Enter Troubleshooter answer in editor.
Using Tiny_mce editor, admin can edit insert image, text formatting etc.

3 Clicking on save button, Troubleshooter is updated successfully.

e Added ‘Back’ to page link, Go to the manage troubleshooter page.
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——
Edit Trouble Shooter Back
Question * |Enter trouble shooter Question for modification| |
Answer * EEifi e e - - - - - -

B 7 U | = = = =|=5hlesi[» l Paragraph I -- Font family - Vl -- Font size - |

# Ey B G| = = Ely |- L E SO | THe G| A
il e povdad | e F] e x| 2]
Here you can medify trouble shooter answer.
Fath: p L

'. Clicking on "Save’ button ]

3.1.2.1.3 Delete Troubleshooter.

When clicking on ‘Delete’ link admin can get confirmation message, “ Are you sure
you want delete, if press ok, troubleshooter is deleted successfully. If press cancel,
troubleshooter is not deleted.

Manage Trouble Shooter Add New | Clear Search

| | | ™ Delete

# Title Counter Status Details Edit Delete

1 Enter trouble shooter Question 1 Windows Internet Explorer El r 4

2 gives error after successful installation? 25 \:-’1) G f X

3 How to install the script? 13 & >

4 Question for troubleshooter 15 [‘ or J [ S ] _ﬂ’ by

5 test 6 Active # X
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Manage Troubleshooter page-

On Manage Troubleshooter page, admin can see following functionality-

1.Details of Troubleshooter-

When Clicking on ‘Details’ link, admin can see Troubleshooter details.

2.Active/lnactive Troubleshooter-

56

Using active/inactive functionality to control user panel, it means module

should display or not.

3.View counter of Troubleshooter-

Admin can see View counter of modules, means how many times this

module viewed.

4 Sorting and Searching functionality-

Admin can search and sort Title and Counter functionality.

5.Clear search functionality-

Using Clear search functionality, admin can remove all filters.

6.Select all check box functionality-

When clicking on checkbox, all troubleshooter is selected.

: View troubleshooter.
Manage Trouble Shooter /[Emer the data for searchmg ][ ] Add lew | Clear Search

i | ]

£ Title Counter Status

1 Enter trouble shooter Question

' i an? i -
2 qves error after successful installation? 25 - (sctivel
3 How to install the script? 18 Adtve Inactive

4 Question for troubleshoater 15 Active

zearch

Edit

/

/
/
/

Delete

Delete

Tl

[—H [

[

[
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New Feature 2.0

1.. Adding and editing product wise trouble shooter means- addded For Product
field in Add Trouble shooter page and Edit Trouble shooter page as per more
usability .
2..Product wise searching for Trouble shooter
3.1.2.2 Manage Downloads
3.1.2.2.1 Add Downloads.

While adding the Downloads, admin can fill following details-

1. Enter Title in the text field box

2. Select upload file for download.

3. Enter description in the text field box.

4. Click on “submit button”, To save Download.

e Added ‘Back’ to page link, Go to the manage download page.

Add Downloads Back
Title * |Enter title for download
Upload file *  |piease select download file. || Browse..

Description *
Here yvou can add description for download.

—Eﬂlil:k on submit button, To save dowmloads. ]
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3.1.2.2.2 Edit Downloads.

Admin can Modify/ Edit the download modules following way-
Modify/Edit Title in the text field box
Select upload file for modification.

1

2

3 Modify/ Edit description in the text field box.

4 Click on “submit button”, To update Download.

e Added ‘Back’ to page link, Go to the manage download page.

Edit Download Back

Title * |Enter the title for download

Upload file *  [caDocuments and Settings\harishb. || Browse..

Description * [Here vou can add descriprion

(_]_(C]ick on submit button. ]

3.1.2.2.3 Delete Downloads.

When clicking on ‘Delete’ link admin can get confirmation message, “ Are you sure
you want delete, if press ok, Download is deleted successfully. If press cancel,
download is not deleted.
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Manage Downloads Add New | Clear Search

| | | | | | EA" V' ‘ zearch | ‘ I}e}ete‘

# Title Counter Date Download  Status Edit Delete
1 Enter the title for download 0
2 add new file 8
3 thisis test 0
4 test download 1 0
5 test download file 6 2008-06-02 03:49:58

Manage Download page-

1.Download link-
If admin want to download the file, click on download link.

2.Active/ Inactive Downloads-

Using active/inactive functionality to control user panel, it means module

should display or not.

3.View counter of Downloads.

Admin can see View counter of modules, means how many times this module
is viewed.

4.Sorting and Searching functionality.
Admin can search and sort Title, counter and date functionality.

5.Clear search functionality.
Using clear search functionality, admin can remove all filters.

6.Select all check box functionality-

When clicking on checkbox, all download is selected.



60

Manage Downloads Add New | Clear Search

[| | | || |] EAII vl |searchHDelete‘

(Enter the data for searching... ]
r.d

(&_Tm Counter Date ] Download  Status Edit Delete
1 Enter the title for download 0 2008-10-13 03:46:18 Active L
2 add new file 8 2008-06-03 05:37:24 e Vi X
3 thisfiﬁiﬁ;ﬂ:tj&;mﬂr’] ti];l:;{lgnhnk, to dowmload | & Inactive i X
4 testdo 0 e e
5 test download file 6 2008-06-02 05:49:58 & Active L2 X
6 User can see download file, 3 2008-06-02 04:12:26 & Active Y4 X

New Feature of 2.0

1. Adding and editing product wise downloads means- addded For Product field in
Add downloads page and Edit downloads page as per more usability.

2. Product wise searching for downloads.

3.1.2.3 Manage Announcement

3.1.2.3.1 Add Announcement.

While adding the manage announcement admin can fill following details-
1 Enter name in the text field box.

2 Enter announcement in Tiny_mce editor.

Using Tiny_mce editor, admin can insert image, text formatting etc.
3 Clicking on save button, Announcement is saved successfully.

Added ‘Back’ to page link, Go to the manage announcement page

L]
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Add Announcements

|New announcement

Name *

w | -- Fant family -- | .- Font size - |» |

Announcement * #
B 7 U 2pc |
h Ea E . G B e | oo o=y A -
o) 5 ) e R
Enter the announcement details ...
Path: p =
. Clicking on save button, To save announcemment. ]

3.1.2.3.2 Edit Announcement.

Admin can Modify/ Edit the announcement modules following way-

Modify/ Edit the data in name text field box.
Modify/ Edit the data in announcement text field box.
Clicking on save button, announcement is updated successfully.

wWN e

e Added ‘Back’ to page link, Go to the manage announcement page

3.1.2.3.3 Delete Announcement.

When clicking on ‘Delete’ link admin can get confirmation message, “ Are you sure
you want delete, if press ok, announcement is deleted successfully. If press cancel,

announcement is not deleted.



,
Manage Announcements Click on delete lnk... ] | Clear Search

# Title Date

1 New announcement

2 testann

3 thisis test ann

4 Exciting announcement.

5 new announcement 2008-06-03 00:35:40 Active

ﬁﬁﬁﬁﬁﬁj

Manage Announcement page-
1.Active/ Inactive Announcements-
Using active/inactive functionality to control user panel, it means module
should display or not.

2.Sorting and Searching functionality-
Admin can search and sort Title, date functionality.

3.Clear search functionality-
Using clear search functionality, admin can remove all filters.

4.Select all check box functionality-

When clicking on checkbox, all announcement is selected.

[Enter the data for search and click on search huttun\]
Manage Announcements Add New | |Clear Search

| P | A v fs| D]
(7 T Tk ) Status Bt Delete
1 New announcement / 2008-10-13 04:39:33 d X

For sorting- Click on Title and -03-08 00:44: T

2 testam gl 2008-06-08 00:4447 {4 oo o chive X
date fnctionality.. fnctionalify

3 thisis test ann 2008-08-07 05:57:30 " X
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New Feature 2.0

1. Adding and editing product wise Announcements means- addded For product
field in Add Announcement page and Edit Announcement page as per more
usability .

2.Product wise searching for Announcements.

3.1.2.4 Manage Knowledgebase

3.1.2.4.1 Add knowledgebase

While adding knowledgebase, admin can fill following details-

1 Enter Question in the text field box.
2 Enter Answer in Tiny_mce editor.
Using Tiny_mce editor, admin can insert image, text formatting etc.
3 Select department name to add knowledgebase.
4  Clicking on save button, knowledgebase is saved successfully.

e Added ‘Back’ to page link, Go to the manage knowledgebase page.

Add Knowledgebase Back

Question * |New knowledgebase. |
Answer ™ i " = 1
B 7 U s | === = wihhles ngaragraph VE-- Fant Family - V§-- Font zize - » |
X @ mim| st e (m LE S@m | HO B|A-2-
o | ; |— 2[El = = | 2 |
Enter answer ...
Path: p 2

Department * | select Department |

(E—E{I'hck on save button, to save knowledgebase.

3.1.2.4.2 Edit knowledgebase.

Admin can Modify/ Edit the knowledgebase modules following way-

1 Modify/ Edit Question text field box.
2. Modify/ Edit knowledgebase answer.
3 If admin want to change department, he can changed it.




4. Clicking on save button, knowledgebase is updated successfully.
e Added ‘Back’ to page link, Go to the manage knowledgebase page
Edit Knowledgebase Back
Question * |New knowledgebase. |
Answer * e - - |
B 7 U ¢ | =E = = E|-5Slyles- VI-- Format - V;--Font farmily -- VI-- Fort size - |
XhaGm Al = == > JEBJ@m= BORKIA 2
dod oLt a]-ofdle ey
Enter answer ...
Path: o
S = 3

i
l Clicking on save button, knowlegebase is Uluhtf[l

3.1.2.4.3 Delete knowledgebase.

When clicking on ‘Delete’ link admin can get confirmation message, “Are you sure

you want delete, if press ok, knowledgebase is deleted successfully. If press
cancel, knowledgebase is not deleted.

(lick on delete link
Manage Knowledgebase
Windows Internet Explorer &
‘ 2earch Dekete
# Question \‘?fj fire you sUre you wank to delete? Bt Delete

1 New knowledgebase. [ " H cal l f?
2 Installer Guide f? X
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Manage Knowledgebase-
1.Active/ Inactive knowledgebase-
Using active/inactive functionality to control user panel, it means module
should display or not.

2.View counter of knowledgebase.
Admin can see how many times viewed the knowledgebase.

3 .Sorting and Searching functionality-
Admin can search and sort question and counter functionality.

4.Clear search functionality-
Using clear search functionality, admin can remove all filters.

5.Select all check box functionality-

When clicking on checkbox, all knowledgebase is selected.

New Feature of 2.0

1 While adding a knowledgebase, latest knowledgebase is displayed at the top of
page.

2. Adding and editing product wise knowledgebase means- addded For product
field in Add knowledgebase page and Edit knowledgebase page as per more
usability.

3. Product wise searching for knowledgebase

New Feature of 3.3

Copy knowledge base question of one site to another site.

Admin can add selected knowledge base to another site. When admin add any site
then the copy of same knowledge base is made for the new site selected by admin
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From Manage Knowledge Base module , admin can copy knowledge as shown in
following

16 Copyright Fire Wealth 0 Active [ 4 > [~]
17 How to find query answer on helpdesk 1 Active V4 x
18 How to find query answer on helpdesk (! Active V4 *
19 How to find query answer on helpdesk 1 Active ¥4 >
20 test 0 Act 4 pat
21 test 0 Active V4 *
22 test 0 Active V4 x
23 This is for protectyour rights site 0 Active V4 >
24 This is for protectyour rights site 0 Active V. *
25 how to I send test mails? 0 tive 100 7 >

|Se‘t Dizplay PriDri‘ty| |C.|J|:|y Selected to other products

After selecting necessary knowledge base click on “Copy Selected to other products
“ button , following page is displayed

Copy Knowledgebasze questions Back

Selected Questions

Copyright Fire Wealth

this is latest knowledgebase issue
how to I send test mails?

How to find query answer on helpdesk
this is latest knowledgebase issue
test

This is for protectyour rights site

How to find query answer on helpdesk
test

This is for protectyour rights site

How to find query answer on helpdesk
test

Select products to copy above guestions:

MarketingMainEvent2.com s
MarketingMainEvent.com

VRE1 com =
Bonus Claims

SureFireWealth.com

£

Uzage : Press and hold "Control Key" to select multiple products.

I Copy questions to selected products I

L]
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3.1.2.5 Manage Departments

3.1.2.5.1. Add Departments.

While adding the department, admin can fill following details-

1 Enter department name in the text field box.
2  Select based department.

3 Clicking on save button, department is saved successfully.

Added ‘Back’ to page link, Go to the manage announcement page

Add Department Back

Department Name * |Tec:hnin::al

Parent Department | gase Department + |

' Save ._['L‘]irking on save button, department 1s ]

added successfully.

3.1.2.5.2 Edit Departments.

Admin can Modify/ Edit departments modules following way-

Modify/ Edit the department name.
Modify/ Edit the parent department.
Clicking on save button, department is updated successfully.

WN e

Added ‘Back’ to page link, Go to the manage department page

Edit Department Back

Department Mame * |ins.tallatiun |

Parent Department Technical |

_E Clicking on save button, department is updated ]

sucessfully.
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3.1.2.5.3 Delete Departments.

When clicking on ‘Delete’ link admin can get confirmation message, “ Are you sure
you want delete, if press ok, department is deleted successfully. If press cancel,
department is not deleted.

Manage Departments Add New | Clear Search
| |:| EAII V | search |
# lame Parent Department Status Edit Delete
1 installation Technical Active Y4
2 managing sales zales Active ﬁ‘ X
3 e ( Click on delete link... Y, X
4 Networking Base Department Active ﬁ' X
5 networks Netwarking Active _p' X

Manage Department-

1.Active/ Inactive Department-
Using active/inactive functionality to control user panel, it means module
should display or not.

2.Sorting and Searching functionality-
Admin can search and sort name, parent department functionality.

3.Clear search functionality-
Using clear search functionality, admin can remove all filters.

4.Select all check box functionality-

When clicking on checkbox, all department is selected.



Manage Departments

F i

I
{Enter the data for searching... ] it e (Jcar s
HEIW gar searc

[ I e I

( # llame Farent Department ] Status Edit Delete ﬂ
1 installation Technical 7 b4 ﬂ
2 managing sales sales Eitive _‘f 4 ﬂ

[
3 keti . : Base Department Active
MENENS | For sorting, click onname and | oAt
4 Netwarking ]]fll'l?llt [l?]l:'ll'tll'l?llf Base Department Artive _,ﬂ) }( ﬂ
functionality.
5 networks Metwerking Active _,f b ﬂ
& newdspt Base Department Artive }) X ﬂ

New Feature ver 3.0

1. Adding product wise departments.

2. Facility of adding dynamic fields for departments to collect the information from

user at the time of posting ticket.

3. Admin can make dynamic fields as mandatory or optional .

Manage Departments

Add Hew | Clear Search

[ | [0 Products v | [ar %] [searen |
# Name Product Parent Status Set Fields Edit Delete
1 gilling SYTDASH Root Active add P X
2 Support SYTDASH Root Active add F X
3 Technical SYTDASH Root Active add  # X
4 testing VIPcart.com Root Active Add  # K

After clicking on Add link ,admin can

add extra fields for ticket submit form

© 2009 VIP Help Desk 3.03
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Add Field Back

Department Name  Billing

For Product SYTDASH Add field here ;make it mandatory or
. optional
Field Name | |
Field Type Optional Mandatnw
ADD Click on "Add" button

# Field Name Field type Delete

1 username Mandatory by

2 purchase date Optional x

3.1.2.6 Manage Automated Emails-
Admin can manage following emails functionality-

1 Add new operator-VIP desk account details.

2 User section- Submit ticket.

3 New ticket assign to operator:-

4 Ticket opened or closed by admin- two types mail.
5.Ticket stats change -Closed or opened.

6.User reply- call details.

7.New Ticket admin notification mail.
8.VIPHelpDesk Reply.

9.Support Ticket list.
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_ Enter the data for searching..
Manage Automated Emails Clear Search

TR search
| | Clicking on clear I_l

. search, remove all )
# Iitle  L_1To sort the title field. 1| fiters Edit

1 WIPHelpDesk Reply

%

2 VIPHelpDesk :: New Ticket Admin Motification

3 VIPHelpDesk :: New Ticket

4 WIPHelpDesk : Your Account details Admin can edit this mail

S VIPHelpDesk : User reply format.

6 VIPHelpDesk : Ticket Stats Change ; [status]
7 WIPHelpDesk : Support Ticket List

& WVIPHelpDesk : New ticket Open

%N RNSNY

9 VIPHelpDesk : Mew Ticket Assigned

Edit Email Format-
Admin can edit the mail functionality following way-
1.Modify/ Edit the email subject.

2.Modify/ Edit the email message- admin can used different Tag eg.[username].
3.Clicking on save button, email is updated successfully.
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Edit Admin can used different Tag for message.
Automated Back
Email Fi

Do Not Change symbols [****] They Have Some standard meaning.
e.g [username], [taken_by], [ticket_id], [subject], [status], [action_time],
[ticket_message], [site_url], [sitename], [ticketid], [subject], [dept], [msg],
[ticket_status_link], [sitename], [site_url], etc.

Subject *  |VIPHelpDesk Reply |

Message ™ |:font face=' Arial, Helvetica, sans-serif pointsize="10px=

Hello [usernamel,
=BR=

There iz a VIPHelpDesk rezponze by [taken byl <BR=

s

<BR=
<table width="50%" border="0" cellpadding="0" celzpacing="0">
<ir==td width="25%"===trong=Ticket ID:=/ztrong= <fid==td
width="2%"= <td>
<td width="71%">{ticket_id}</td=<td> </td=
=itre
<ir==td=<=zfrong=5Subject</strong=<ftd= <id= <fd=
<id= [subject] <itd=
<td= =fid=
=itre
<ir= «id===trong=5Status</ztrong==/d=
=id= <itd»

| Save | _I,C]ickjng on save button, email is updated sucessfully. |

New Feature of VIP Desk ver 3.3

Update automated email editor

Update email format with HTML editor & test mail option.

Updated email formats as per usability as follows
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Edit Automated Email Back

Do Mot Change symbols [¥**%*] They Have Some standard meaning.

e.g [username], [taken_by], [ticket_id], [subject], [status], [action_time], [ticket_message], [site_url],

[sitename], [ticketid], [subject], [dept], [msg], [ticket_status_link], [sitename], [site_url], etc.

Subject  [ipHelpDesk Reply |

Eﬂessage B 7 U ,u;c|

= _|—5ty|es— VI—Forrr.at— VI—Font.’a.rr'ih,r— Vl—FoMsiza— Vl
A AEH AN EE|EE| e 23l ESOm™ HOR|A-2-
||:|{' oS [ | EEE|— u"i| x. x| £2 ||E|'IT<

Hello [username],
There is a VIFHelpDesk response by [taken_byl

Ticket ID: [ticket_id]
Subject: [subject]

Status: [status]

Time [action_time]
Message [ticket_messzge]

Cligk Here to chedk the tideet status
[ticket status link]

Ermazil :[user_mail]

Password: [user_password] i

Path: table s thody » tr s td » table » thody s tr s td » table » thody s b s td » table » thody » tr s td 5 form s tableshows » thody » trrow]
# td s input testfield

A~

Enter email Id to test this mail: | | [Test mail

3.1.2.7 Manage Tickets

3.1.2.7.1 Reply Ticket functionality.

Using reply ticket functionality, admin can reply the tickets following way-

oOOhrONE

Click on post reply + link.

Select status for reply- open or close ticket.

Enter the message for reply.

If admin want to add reply in knowledgebase, select the checkbox.

Select the attachment for reply.

While clicking on submit button, ticket reply functionality is completed and
user can see reply status.
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Ticket Detail Assign Ticket
Tickst By ¢ hary_b, a2ztester@gmail.com
Priority : Medium
Diepartment : Technical
Cperator : sham
Fosted On : Maonday 15th of September 2008 06:25:57 AM
Bubject this is test security reply i
Message : thisistest security reply.
Status : DPEN
Post Reply ™
Status [Opn o v

Message Enermessage for raphy.

Add reply to knowledgebase |£| “ou will redirectad to add knowledgebase after submit.

Attachment |E:'ancunaem§am Settiwﬂl Browse... |

New Feature of 2.0

1. Department based ticket handling by operators; operators can check the ticket
of his department & other operators of his departments.
2..Product wise searching for Tickets

L]
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Ticket Log and Feedback history-
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Here admin can see last reply for tickets and ticket feedback history listing.

Ticket Log Hitory

Last Reply By : sham © 5 apobbiol

02:0ctober: 2008
05:14

Ticket Feedback Hiztory

A dmnin can see last relpy for tickets.

Feedback

Feedback By : raj123
To :sham
02:0ctober: 2008
05:17

Feedback page-

Admin can add feedback following way-

PONE

Feedback :

Ticket
Operator
Give Rank *

Your Comment *

L

Admin can see tickets feedback history

Good service

Click on Feedback link.

Select rank for feedback eg. Good, Average etc.
Enter comment for feedback.

Clicking on submit button, feedback is saved successfully.

Test tickets

admin

Clicking on feedback link, feedhack page is
displayed..

Select ranlk for feedback as- Good,

Average.

rd
Enter the comanent

for feedback

Clicking on subit, feedbacl: is saved sucessfully..
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Assign Ticket-

Assign new ticket to operator following way-

1.Select Department name to assign ticket.
2. Select operator name to assign ticket.

Ticket Detail
Ticket By : test from hary, harisng@rediffmail.com
Priority 1 Low
Department 1 Technical
Operator : test opt
Posted On 1 Thursday 07th of August 2008 02:13:10 AM
Subject : test ticket
Message [ want some technical help assign to query.
Status : OPEN
Hew Assignment
: Select departient name to assign
Department™ [ |iScectOeparinent . ¥ fickets.
Operators
Select operators name to assign tickets.

3.1.2.7.2 Change status ticket status link- Open/ Closed.
When clicking on open or closed link, admin can changed ticket status.
3.1.2.7.3 Assign ticket to department and Operator wise functionality.
Admin can assigned tickets to department and operator wise.
3.1.2.7.4 Sorting and searching functionality

Admin can searching and sorting for Ticket id, subject, priority and date
functionality.

3.1.2.7.5 Click me for help functionality.

Admin can see help functionality for — searching, sorting and Ticket as



3.1.2.7.6 Clear search functionality.
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Using clear search functionality, admin can remove the all filters.

Manage Ticket page-

Search ticket By : Select Feld .V‘ |

_,4 Search ticket hy- Email and address.

[ Admn can see help for sortig, searchung and assigu to hmetionality

Reply Ticket fnctionality

_ Manage Tick Clear Search
) | | | frestig | a9 | RERET
@ Ticket 1D Subject Member Department : operator Priority Date Status ¥etai|
T 00000000084 1 want information about cmm hary_lkumar Testing High 2008-06-06 A Open REPLY
types. /
7 00000000082 Quality attributes information.  hari_sng Testing Aduin can change ticket Open REPLY
, , j status- Open/ Closed.
3 00000000081 Iwantinformation about cmm  hary_b Testing ; har ! Open REPLY
level,
4 00000000079 1 want to information about hary_kumar Testing Low 2008-06-04  Open REPLY
autom..
5 00000000072 ticket posting form com sham Testing : har Medium 2008-05-21  Open REPLY
& 00000000067 this is for opeing ticket sham Testing Medium  2008-05-21  Open REFLY
Admin can assgin tickets to selected Select Al
department and operators. :
@ Assigned selected ticket To ;| | Sekct Department ¥ | Operator v.| ‘ assinn ‘

New Features ver 3.0

Admin can view the ticket log history of user .(ticket status detais e.g .open/closed )

Ticket log history is displayed as shown in following snap

_________________________________________________________________________________________________|
User Guide for VIP Help Desk 3.03
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Ticket Detail

Ticket Id
Ticket By
Priority
Product Name
Department
Operator
Posted On
Subject

Message

Status

00000000003

1ai123, jaibhushanos@gmail.com

High

SYTDASH | Admin Login

Technical

Thursday 19th of February 2009 03:04:30 AM
Test

test

FTPhost :  test

FTP name : test
FTP user: test

FTP Pass : test

CLOSE
Post Reply +

Mote by raj123 - 2009-02-19 03:49 AM

/8

Back | Assign Ticket | Add Ticket Note | History(2)

Delete

User (Visible to staff members on every ticket created by this user) -Technical dept
Note by test123 - 2009-02-19 04:08 AM
Ticket (Visible to staff members only on this ticket) 003-Technical

Ticket log History

21:February: 2009
03:48

Ticket Closed by : test

Delete

Admin can see the ticket history of any user (i.e ticket details of ticket submitted by
same user for the same department) Admin can assign ticket to any operator, can

add ticket note .

Admin login link is added in ticket details page after clicking on it admin panel login
page is displayed .

Above features are displayed as shown in following
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Ticket el Back | Assian Ticket | Add Ticket Note | History(2) |
Ticket 1d . 00000000003 dded new links Assign Ticket,Add Ticket
& 2 — : Note & History
Ticket By » Jail23, jaibhushan0s@gmail.com
Priority : High
d . ) ) lAdded Admin login link in Ticket

Product Name . SYTDASH JAdmin Login detials page in admin panel
Department . Technical
Operator e
Posted On . Thursday 19th of February 2009 02:04:30 AM

Subject . Test

Message . test

FTPhost: test
FTP name : test
FTP user : test
FTP Pass : test

Status : OPEN
Post Reply +

Ticket history is displayed as show in following

Home

Ticket Detail

Ticket Id : DO00000D0003

Ticket By . Jail23, jaibhushan05@gmail.com

Priority . High

Department . Technical

Posted On © Thursday 19th of February 2009 03:04:20 AM

Subject . Test

Ticket 1d Subject Date Department Status Priority

00000000003 test 19 Feb 2009 03:04 AM Technical Open High
00000000001 test 19 Feb 2009 01:10 AM Technical Close Medium



Add ticket note to ticket as follows

Ticket Detail

Ticket Id
Ticket By
Priority
Department
Posted On
Subject

MNote Type *

: 00000000002

. Test, test@testing.com

. Low

: Billing

. Thursday 19th of February 2009 01:11:37 AM
. Testing Ticket

HNew Ticket Note

; Ticket (Visible to staff members only on this ticket)

User (Visible to staff members on every ticket created by this user)

Note Visible to = : |[EFNERIE |
zham123

Contents

(The ticket note can be made visible to a spedcific staff member only)

3.1.2.7.7 Archive functionality
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When clicking on archive link, admin can see all closed tickets status. This page
functionality same as manage ticket.

3.1.2.7.8 View transfer log functionality.

View transfer log functionality is worked for assigned ticket by (admin) and
assigned ticket to (operator).
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X Al ‘I 1‘ I 6 iiiii
View Ticket Transfer Log {LEMH the et or sea dml‘ Clear Search
H | . || st
# Ticketid Azsigned By Azsigned To Date
1 00000000114 Admin sha. 02:0ctober: 2008 05:13
. - 15:September: 2008
0 .
2 JUUUUUUULL{\ Admin : ) - sha Bt Reinove flfer
o1 sortmg i .
T 0r searching,
Clicking on ticketid, it | pyin | fnctionality, click on | ghg 15: September:2008 :
Vo : T 06:33
is displayed Ticket ficket id, assigned by,
fetals.. admin | A5signed toaud dite [y o g?ggptemh&r:?ﬂﬂﬁ
5 000000000 A test operator g?iggptemher:ZUUB

3.1.2.8 Manage Operator
3.1.2.8.1 Add Operator.
While adding the operator admin can fill following details-

Enter Operator user name in the text field box.
Enter Operator password in the text field box.
Enter Valid Operator mail in the text field box.
Select department for operator.

Enter mail box host in the text field box.

Enter mail box password in the text field box.

QOAWNRE

Added ‘Back’ to page link, Go to the manage operator page

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03



Add Operator

Operator username *

Operator password *

Operator email *

Department *

Mailbox Host

Mailbox Password

Save

82

Back

|test_upt |

|a25d@yﬂhcu.u:um |

*Technical ”~

Mote:mailbox host and password are required for ticket posting by mail.

72,53 266 69 |

|te.5t paszword |

3.1.2.8.2 Edit Operator.

Admin can edit operator following way-

DGR WP

Edit/Modify Operator user name in the text field box.
Edit/Modify Operator password in the text field box.
Edit/Modify Valid Operator mail in the text field box.
Change department for operator.

Edit/Modify mail box host in the text field box.
Edit/Modify mail box password in the text field box.

Added ‘Back’ to page link, Go to the manage operator page



83

Edit Operators Back

Operator username test_opt

Operator email * |hadad123@rediffmail.cum

Department *

inztallation
|| webpage
(| *marketing
{|zoftware marketing
*Networking
networks M

Motz:mailbox host and password are required for ticket posting by mail.

Mailbox Host [22.55.353.22 |

Mailbax Password |test |

Sdve

3.1.2.8.3 Delete Operator.

When clicking on ‘Delete’ link admin can get confirmation message, “ Are you
sure you want delete, if press ok, operator is deleted successfully. If press
cancel, operator is not deleted.

Click on delete link...

Manage Operator Add New | Clear Search

Delete
¥ QOperator Departments Delete
1 test opt Technical X
2 test operator Technical ‘gf) Are you sure you want to delete? ﬁ X
3 a2 Testing Y 4 X

[ oK ] [ Cancel J

4 sh installation Y4 X

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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3.1.2.8.4 Active/lInactive functionality

Using active/inactive functionality, admin can control operator panel login.
3.1.2.8.5 Sorting and searching functionality.

Admin can search and sorting on operator name field.

3.1.2.8.6 Clear search functionality.

Using clear search functionality, admin can remove all filters.

3.1.2.8.7 Operator Performance.

Admin can see operator performance like- waiting for reply, replied, open, close,
new, total and user ranking.

Operators Performance Back
Operator Waiting For  Replied Open Close Hew Total Users Ranking
Reply
1 Admin 0 L 0 0 0 0 Good
2 GSha 13 17 2 1 12 23 Good
3 Qu 1 3 4 0 2 {
4 Jay 1 0 2 0 2 2
5 Abhi 13 0 13 1 13 14
6 Ru 5 0 5 0 5 5

New Features 2.0

1. In listing page product name is displayed in bracket for each department as per
usability.
2. product name is displayed in bracket while adding and editing operators.



3.

1.2.9 Settings

3.1.2.9.1 Edit admin mail id.

1.
2.

N

Enter admin mail id in the text field box.
Clicking on save button, admin id is changed successfully.
Edit site mail for outgoing mails form site-

Enter reply mail id in the text field box.
Clicking on save button, reply id is changed successfully.

Edit Admin Email Back
Current Admin mail id aZztest@yahoo.com
New Admin mail id * |a122test123@1,rahuu.cum

-Save “lick on save —
B Enter new adunin id.
utton.

Edit Site Reply-To mail Address for Outgoing Mails from Site

Current ReplyTo mail id aZztester@gmail.com

New ReplyTo id * a2ztester234@gmail.com

Click on save
button. Enter reply to id in the textfield box.

3.1.2.9.2 Edit site name.

Admin can edit/modify the site name following way-

1.Enter new site name in the text field box.

2 Click on save button.
3.Added back to pages functionality, Go to the Home page.
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Edit Site Hame Back

Cld Site Name WIP Help Deslc

Mew Site Mame * |'l.|l"|F" HelpDezk

Lhicking on save button, site name
updated sucessfully.

3.1.2.9.3 Edit site slogan.
Admin can edit/modify the site slogan following way-

1. Enter new site slogan in the text field box.
2. Click on save button.

3. Added back to pages functionality, Go to the Home page.

Edit Site Slogan Back

Old Site Slogan Online VIP Desk

New Site Slogan ™ online ViPDesk

{licking on save button,site slogan updated

sucessfully.

3.1.2.9.4 Change admin password.
For security purpose admin can change password.

1.Enter Old password in the text field box.
2.Enter New password in the text field box.
3.Enter Confirm password in the text field box.
4.Click on Save button.

5.Back to home functionality on the page.
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Edit Admin Password Back
Old Password * |-u““““ |
Mew Password * |.......“.. |
Confirm Mew Pazsword * |u-““““| |
Clicking on save button, password is
changed sucessfully.

3.1.2.9.5 Manage Help Content.

Admin can manage different types help contents as- Ticket status, Ticket detail help
for user, Ticket assignment, search in records, Relevant search on Submit Ticket,
one more help in embed, one more, listing sorting.

While editing help these have different type as- Text , embed and Video.



Manage Hel - . Clear Search
jeied | Enter the data for searching and click
| zearch |

- QI | | --""""" on search button.

) Title Detail Type Edit
Ticket 1. Just give the Email Address which you provided at the time Text ¥ 4
of submitting the ticket & the ticket Key that yvou received in
According the mail. 2 In caze ..
2 Ticket Detail help for User to usability point of On thiz page you can see the detail with 1. link of attachment Text _p’
view, Help download link if any. 2. Post reply link to reply. 3. ..
3 Ticket assignement func tlonality is Ticket Assignment: 1. Select The tickets that you want to Text ¥4
added on the page. assign 2. Select the department & operator 3. you get the
operator list filtered accord..
4 Search in records. for searching specified Records from the List just enter the Text ﬂ

search condition in textbox above the field that you want. &
click on the search button..

5 Relevant search on Submit Ticket while typing your ticket our search engine search for relevant Text j
information that might help vou.. this will just dynamically
search knowledge base..

& COne mare help in embed See detail Embed _;?
7 one more Check Video Video ﬂ
8 List Sorting field Title with Underline Indicate the facility of sorting the list, Text ﬂ
you can sort the content of list Azcending or descending order /
r
@1 Demo of Video help Clicking on 'Edit’ link, adnin can edit help contents.

0 Demo of Embed Video help

Edit Help Contents-

Admin can edit the help contents following way-

1.Enter Title in the text field box.

2.Select type from combo box as- Text, embed , Video.
3.Select audio /video file for non text help.

4_Enter Help text/ Embed video code in the text field box.
5.Click on save button.

6.Back to page functionality on the page.



Edit Help Content
Title *

Type *

Audio/Video

Help Text / Embed Video Code *

[ricket Status

| ” Browss ...
Select audio/video file for non text help.

1 Just give the Email Address which you provided at the time of
submitting the ticket & the ticket Key that you received in the mail.

2 In caze you lost the ticket key get all the ticket keys that you have
open just put the email address in second text box of the page & we will mail vou
the list.

Clicking on save button, Help content is updated sucessfully.

New Feature VIP Help Desk 2.0

3.1.3.1 Manage Members

Using this module admin can perform the following operations

1. Admin can add new members

2. Admin can edit existing members

3 Searching and sorting functionality

4. Standard error message for invalid operations.

5. Action confirmation message is displayed as standard form.

6.Admin can control on members by changing their status —Active/Inactive

7. Admin can delete existing members.
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New Feature VIP Help Desk 2.0

3.1.3.2 Manage Products

1. Admin can add,edit & delete products

2. Searching and sorting functionality

3. Admin can active /inactive the products (means control on products which are
displayed at user end)

4. Clear search functionality

5. Added product type field in Add Product page .

New Feature VIP Help Desk 3.0

1. Adding product Type in Add product page

Add Product Back

Product Name * |

Product Description =

Product Image = | | Browss... |

Product URL * || |
e.g.http:/fwww.yourdomain.com

Product Admin URL * | |
e.g.http://www.yourdomain.com/newadmin

Product Type * Select Product Type b

Save

On listing page of manage product module add product type is displayed as shown in
following
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Manage Product Add New | Clear Search
[ Al v [an s [searen | [ Dekete |
# Product Name Product Type Status Edit Delete
MemberSpeed, Inc. Netwark »
1 VIPcart.com Sites 7 e
MemberSpeed, Inc. Network a
2 SYTDASH Sites s X
- SureFireWealth, Inc. Netwaork »
3 Marketing.com sites Fg x
4 Internetmarketing.com Internet Marketing Sites 4 x

3.1.3.3 Manage Product Types

3.1.3.3 Manage Product Types

Centralized support desk - multiple product, muliple helpdesk for muliple sites with
only one vipdesk installation

For centralized support system, created interface to manage product types
e.g.MemberSpeed and Surefire Wealth etc.

Functionalities of Manage product Types module

Add Product Types

Admin can add product types as follows

Add Product Types Back

Product Type Name =

Save

Manage Product Types module have following functionalities

Add New product types

Edit product types

Searching & Sorting functionality
Delete Functionality



92

Active /Inactive functionality

Manage Product Types Add Hew | Clear Search
R s a
# Product Type Date Added Date Modified Status Edit Delete
SureFireWealth, Inc. Network »
i 2 2009-02-18  2009-02-18 s X
MemberSpeed, Inc. Network . »
g | * 2009-02-18  2009-02-18  Active A
3 Default Products 2009-01-17  2009-01-17 D

Sorting functionality for Product Types ,Date Added & Date Modified
Ascending & Descending sorting order functionality

If product types having product then while deleting product types system displays
confirmation message like “Product types cannot be deleted, there are products
under this product type “ as per usability & added data security.

Admin can inactive the product types, after inactivating product type’s products are
not displayed to user panel.

3.2 OPERATOR PANEL
3.2.1 Logging into the VIP Help Desk Operator panel.
For Operator login —
1 Enter Username in the text field box.

2 Enter Password in the text field box.
3. Click on * Submit’ button.
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Operator Login

Username * ltest_opt |

Password * |“““"| |

Clicking on “Submit’ button to enter

operator panel.

3.2.2 Operator index page.

While entering valid username and password, operator index page is displayed.
Here admin can see Ticket waiting for reply, open tickets, closed tickets,
knowledgebase and troubleshooter modules.

Tickets awaiting for reply({1)

i Open Tickets (1) ﬁ Close Tickets (0)

Knowledgebase
Knowledgebase Irouble Shooter

New Feature ver 2.0

After operator login following panel is displayed

_________________________________________________________________________________________________|
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Nelcome TEST to eLuminous helpdesk' Change Pazsword Preview Site Administrator Panel
Logout

VIPMPG Open Tickets (5) Close Tickets (0]

VIP HELP DESK Open Tickets (5) Close Tickets (5)

New Feature: Department based ticket handling by operators; operators can check
the ticket of his department & other operators of his departments.

After clicking on product link following product wise modules are displayed .
e,g user click on VIPMPG then all modules related VIPMPG like _Manage Open and
Closed Ticket , Manage Knowledgebase . Manage Troubleshooter .

New feature of VIP ver 3.0

In operator panel, each operator can see immediately the department and product's
tickets that was assigned to him/her.

Added new links in operator panel
e Profile setting
e User Guide
e Feedback

As shown in following

Welcome RAJ123 to ELUmanUSTechn0|0gies! Profile Sefting | Change Password | User Guide | Feedback | Preview Site | Administrater Panel
Logout

# Product Name (Total Tickets) My Open Tickets My Closed Tickets

Technical(1)

1 SYTDASH (1) 3

2 testing (1) 1 - -

Operatos can view the tickets of his/her department( those tickets are not assigned
to him/her) .



95

Operators can now assign tickets to other operator by selecting product and
department.

Profile setting :Operator can set email notification mails as follows

Notification Setting

Motify me when admin assign ticket

Motify me when other operator assign ticket

MNotify me when admin reply to ticket

Motify me when user reply to ticket

Motify me when ticket Status change by
admin

Motify me when ticket Status change by
operator

Save

[ [ = [F [ [

3.2.2.1 Manage Opened and Closed Tickets.

3.2.2.1.1 Reply Ticket functionality.
Using reply ticket functionality, operator can reply the tickets following way-

Click on post reply + link.

Select status for reply- open or close ticket.

Enter the message for reply.

If operator want to add reply in knowledgebase, select the checkbox.
Select the attachment for reply.

While clicking on submit button, ticket reply functionality is completed
and user can see reply status.

o wWN PR
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—
Ticket Detail Assign Ticket
Tickst By i hary_b, a2ztester@gmail.com

Priority : Medium

Dlepartment :  Technical

Operator : sham

Posted On :  Menday 15th of September 2008 06:25:57 AM

Subject this is test security reply il

Message :  thisis test security reply.

Status :  DPEN

Post Reply ™
Status

Message Enter message for rephy

Add reply to knowledgebase |E| “ou will redirectad te add knowladgebase after submit.

Attachment |CZ"DDCI.'.I'I‘.EFt5-iD}- Settingl| Browse. . |

subamit

Ticket Log and Feedback history-

Here operator can see last reply for tickets and ticket feedback history listing.
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Ticket Log History Operator can see Ticket log history.

LESt.REDW By: " Ticket Closed by Admin ] Feedback
admin

07:August:2008
02:34

Last Reply By : test ok thanks Feedback
from hary
07:August:2008
02:33

. , (lickine ack link ack i
Last Reply By : ok we vl reply soon.. “licking on feedback link, Feedback form Feedback

admin is opened.
07:August: 2008

02:32

Feedback page-

Operator can add feedback following way-

1 Click on Feedback link.
2 Select rank for feedback eg. Good, Average etc.
3 Enter comment for feedback.
4 Clicking on submit button, feedback is saved successfully
Feedback :
Ticket : Test tickets
Operator : ad
g i Select ranlt for feedback as- Good,
Giwve Rank * -
Avernge.
Your Comment * : Good zervice.
P

Enter the comiment
for feedback

| I =ubmit I I_I.(_'].icki.ng oL submit, feedbacl: is saved sucessfully.. I

3.2.2.1.2 Assign ticket to department and Operator wise functionality.
Assign Ticket-

1.Select Department name to assign ticket.
2. Select operator name to assign ticket.
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Ticket Detail
Ticket By . test from hary, harisng@rediffmail.com
Priority : Low
Department . Technical
Operator ¢ test opt
Posted On : Thursday 07th of August 2008 02:13:10 AM
Subject ¢ test ticket
Meszsage . 1 want some technical help assign to query.
Status » OPEN
Hew Assignment
: Select departent namae to assign
Department * ' || Select Department v | tickets.
Operators

Select operators name to assign tickets.

3.2.2.1.3 Sorting and searching functionality.

Operator can searching and sorting for Ticket id, subject, priority and date
functionality.

3.2.2.1.4 Click me for help functionality.
Operator can see help functionality for — searching, sorting and Ticket assignment
3.2.2.1.5 Clear search functionality.

Using clear search functionality, operators can remove the all filters.



Manage Tickets page-

Welcome TEST OPT to VIP Help Desk!

Home
.

search ticket by email id and message,

Manage Ticket

) i = g
@ elp for sorting,
@ fioketn  subject| SeQTChng, assigned

to functionality.
0093 test ticke

1
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e R T A" | M

Preview Site | Administrator Panel

(Green Color code is indicated Tickets

awaiting for reply... Logout
[ ]
Note : ticket Id in GREEN color are Tickets awaiting for reply

Clear Search

| | | | Ay | |0pen V, |search|
Member Department : operator  Priority  Date Status Detail
test from hary Technical : test opt  Low 2008-08-07 | Open REPLY

Operators can assigned tickets to selected
department and Operator.

Open/Closed.

Operator can change Ticket status-

| (perator ran reply ticket |

New Feature of ver 3.0

\' @ hssigned selected ticket To ;

Operator can view ticket log history of users
Operators can assign ticket to other operators .
Operators can see the history of ticket .
Operator can add note to ticket

Added Admin login link in ticket details page ,after clicking on admin login link
control goes to login page of admin panel.

ESeBct Depariment v EUperatur Vl ‘ azsign ‘

_________________________________________________________________________________________________|
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Ticket Detail Back | Assign Ticket | Add Ticket Mote | History(2)
Ticket Id . 00000000003

Ticket By . J1ai123, jaibhushan0s@gmail.com

Priority . High

Product Name : SYTDASH | Admin Login

Department . Technical

Operator © rajl23

Posted On . Thursday 19th of February 2009 03:04:30 AM

Subject : Test

Message ¢ test

FTPhost:  test
FTP name : test
FTP user : test
FTP Pass : test

Status . OPEN
Post Reply +
Note by raj123 - 2009-02-19 03:49 AM Delete

User (Visible to staff members on every ticket created by this user) -Technical dept
Note by test123 - 2009-02-19 04:08 AM
Ticket (Visible to staff members only on this ticket) 003-Technical

Ticket log History

Ticket Cl d by ! test
21:February:2009 Trbth e i AL

03:48

Ir_;sltzgeply By " Ticket Re-Openead by rajiz3

21:February:2009
04:06

Operators can now assign tickets to other operator by selecting product and
department as shown in following
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Ticket Detail
Ticket By : Jail23, jaibhushan05@gmail.com
Priority : High
Department 1 Technical
Operator 1 orajiz3
Posted On 1 Thursday 19th of February 2009 03:04:30 AM
Subject . test
Message : test
FTPhost :  test
FTP name : test
FTP user: test
FTP Pass : test
Status : OPEN
New Assignment
Department * " | Technical ¥
Operators v test123 | w

Operator can add note to ticket as follows
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Ticket Detail
Ticket Id : 00000000003
Ticket By : 1ail123, jaibhushan0s@gmail.com
Priority 1 High
Department : Technical
Posted On . Thursday 19th of February 2009 03:04:30 AM
Subject 1 Test
New Ticket Note
Note Type * ' Ticket (Visible to staff members only on this ticket)

User (Visible to staff members on every ticket created by this user)

Mote Visible to * | =
||te=t123 2|

(The ticket note can be made visible to a specific staff member only)

Contents

When operator select Note type as Ticket and Note Visible to “All Staff Users *
then note is visible to all staff members of that ticket .

When operator select Note Type User ,Note Visible to “All Staff users “ then ticket
note is displayed to all staff members for every ticket of that user .

e.g, operator added note for test@test.com user ,then for every ticket of user
test@test.com displays ticket note to all staff members of that department
.(department wise display note )

Log history displays ticket open /closed status
History of ticket displays how many times tickets opened by same user .


mailto:test@test.com
mailto:test@test.com
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New Feature of VIP Desk ver 3.3

4. Added direct close button on ticket detail page top pane

Operator panel —Ticket details page is displayed as shown in following
Ticket Notes

Note by admin * This is test note
23 July 2009 07:01 AM

Note by admin * This is testing 2
23 July 2009 07:01 AM

This is testing 2

This is testing 2

Note by sham * This ticket issue is sorted yesterday. Delete
23 July 2009 07:03 AM

Note by sham
23 July 2009 07:03 AM

* This is not sorted

Ticket Detail Back |

=3
7]
G

Assign Ticket | Add Ticket Note | History(6)

3.2.2.2 Manage Knowledgebase.
3.2.2.2.1 Add knowledgebase.

While adding knowledgebase, operator can fill following details-

1 Enter Question in the text field box.
2 Enter Answer in Tiny_mce editor.
Using Tiny_mce editor, operator can insert image, text formatting etc.
3 Select department name to add knowledgebase.
4  Clicking on save button, knowledgebase is saved successfully.

¢ Added ‘Back’ to page link, Go to the manage knowledgebase page.
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Back

Add Knowledgebase
Question * |New knowledgebase.
Answer * T > : 1
B I U & == - v;Paragraph VE - Font family - V§ - Font gize -~ |
X G2 @ 0n |48 =g | LE J@m | BHo R A2
=] | — 2> x x| ]
Enter answer ...
Path: p
Department | Department
Click on save button, to save knowledgebase ]

3.2.2.2.2 Edit knowledgebase.

Operator can Modify/ Edit the knowledgebase modules following way-

Modify/ Edit Question text field box.

1

2. Modify/ Edit knowledgebase answer.

3 If operator want to change department, he can changed it.
4. Clicking on save button, knowledgebase is updated successfully.
e Added ‘Back’ to page link, Go to the manage knowledgebase page



Edit Knowledgebase Back
Question * |New knowledgebaze. |
Answer * S A R . : 1
B 7 U ¢ | =EEE = -Shes- v%-- Farmat -- vg-- Farit Family -« v%-- Fant size - » |
AoBAGANGIEE|FE| 0| JEJe™ BORIA-B-
#|o] el ] —elE el
Enter answer ...
Path: 4

Department * | marketing v

Il
l Clicking on save button, knowlegebase is  Updated
]

3.2.2.2.3 Delete knowledgebase.

When clicking on ‘Delete’ link Operator can get confirmation message, “Are you sure
you want delete, if press ok, knowledgebase is deleted successfully. If press cancel,
knowledgebase is not deleted.

Click on delete lmk ]

Manage Knowledgebase
Windows Intarnet Explorer
‘ SEATCN Delete
¥ Queston \;L) Ave: you sure you want; to delete? it Delete F
1 New knowledgebase. ]
l Ok H Cancel l / i
2 Installer Guide gy X r
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Manage Knowledgebase-
1.Active/ Inactive knowledgebase-
Using active/inactive functionality to control user panel, it means module should
display or not.

2.View counter of knowledgebase.
Operator can see how many times viewed the knowledgebase.

3 .Sorting and Searching functionality-
Operator can search and sort question and counter functionality.

4 _Clear search functionality-
Using clear search functionality, admin can remove all filters.

5.Select all check box functionality-

When clicking on checkbox, all knowledgebase is selected.

Welcome TEST_OPT to VIP Help Desk! Preview Site | Administrator Panel
Enter the data for searching and click on search
SHome button... Logout_
1
Manage Knowledgebase Add Hew | Clear Search
@“ | | | EAII V | sedrch | | Delete |
lE’Iguestion Counter | Status Detaile  Edit Delete
1 MNew knowledgebase. 0 [nactive _9' x
2 Installer Guide 0 Active B _ﬁ' X
g %
2 le=thom hary c ! View details of L 7
4 fiff Sorting functionality on question a knowledgebase.. ] 7 ¥
and counter field.
5 mmmm 0 Active m _9' )(
6 testing of image 1 Active Decal _ﬁ' X
7 from reply 1 Active 4 X
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3.2.2.3 Manage Troubleshooter.
3.2.2.3.1 Add Troubleshooter.
While adding the trouble shooter, operator can fill following details-
1. Enter Troubleshooter question.
2 Enter Troubleshooter answer.
Using Tiny_mce editor, operator can insert image, text formatting etc.

3 Clicking on save button, Troubleshooter is saved successfully.

e Added ‘Back’ to page link, Go to the manage troubleshooter page.

Add Troubleshooter Back

Question * Enter trouble shooter Question |

Answer

| A -7,

Here you can add trouble shooter answer.

Path: p

CIick on 'Save’ button )|

3.2.2.3.2 Edit Troubleshooter.

Operator can Modify/ Edit the troubleshooter modules following way-

1 Enter Troubleshooter question for modification.
2 Enter Troubleshooter answer for modification.
Using Tiny_mce editor, Operator can edit insert image, text
formatting etc.
3 Clicking on save button, Troubleshooter is updated successfully.
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e Added ‘Back’ to page link, Go to the manage troubleshooter page.

Edit Trouble Shooter

CQuestion * Enter trouble shooter Question for mod ificﬁtion| |

Answer

Here you can medify trouble shooter answer.

Path: p

'. Clicking on ‘Save” button ]

3.2.2.3.3 Delete Troubleshooter.

When clicking on ‘Delete’ link operator can get confirmation message, “ Are you

Styles - % | Paragriaph % | - Fonit family - | - Font size - | |

sure you want delete, if press ok, troubleshooter is deleted successfully. If press

cancel, troubleshooter is not deleted.

Manage Trouble Shooter

| EEE S T

# Title Counter Status Details Edit
1 Enter trouble sheoter Question 1 Windows Internet Explorer [52| 4
2 gives error after successful installation? 25 \gj S V
3 How to install the script? 18 F 4
4 Question for troubleshooter 15 [ o I [ Sl ] &
5 test 6 Active _pl’

Manage Troubleshooter page-

Back

i= = | & GLoE e (RO | AR
_-\_ﬁxz x‘?SZ;‘T*‘

Add New | Clear Search

=3

Delete

XXXXB
OOEOaO

On Manage Troubleshooter page, Operator can see following functionality-

1.Details of Troubleshooter-

When Clicking on ‘Details’ link, Operator can see Troubleshooter details.
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2.Active/Inactive Troubleshooter-
Using active/inactive functionality to control user panel, it means module
should display or not.

3.View counter of Troubleshooter-
Operator can see View counter of modules, means how many times this
module viewed.

4 Sorting and Searching functionality-
Operator can search and sort Title and Counter functionality.

5.Clear search functionality-
Using Clear search functionality, operator can remove all filters.

6.Select all check box functionality-

When clicking on checkbox, all troubleshooter is selected.

: View troubleshooter.
Manage Trouble Shooter /cEnter the data for searchmg ][ ] Add Hew | Clear Search

(H ‘ ‘ ‘] EAII V gearch Delete

# Tille Counter Status Defails Edit Delete

/L

1 Enter trouble shooter Question 1

2 nives error after successful installation? 25

VL Active/

3 How to install the script? 18 Ative Inactive

X
B s
X

4 Question for troubleshooter 15 fctive £ ﬁ'

= [T (3 =]
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3.3 USER PANEL

User panel main screen is displayed as following way-

Welcome to ELuminocusTechnologies!

Email has become increasingly unreliable. Since our emails notifying you of your ticket updates may fail to be delivered, it is vital that you log
back in to our Help Desk and check the status of yvour ticket(s) frequently for updates. We will attempt to reply to your ticket(s) as quickly as
possible, and all tickets are answered in the order received. We attempt to answer every email within 24-48 hours but in some situations it may
take longer.

Login

Happy To Help :

We are here to Help you, please try to find the answer to vour question in the knowledge Base & Trouble
Shooter. If that doesn't work post vour ticket to related Product.

MemberSpeed, Inc. Network Sites, Inc. Network Sites

SYTDASH

ViPcart.com

Interntetmarketing.com

_________________________________________________________________________________________________|
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New Feature of Ver 2.0

User Panel :-

1. While submitting ticket check for user account -if account is not available then
account should be created by using user email & password are sent on user email.
2. Added member login functionality

3. Forgot Password Functionality

New feature: Product based help desk system

Welcome to eLuminous helpdesk!

Email has become increasingly unreliable. Since our emails notifying you of your ticket updates may fail to be delivered, it is vital that yvou log
back in to our Help Desk and check the status of your ticket(s) frequently for updates. We will attempt to reply to your ticket(s) as quickly as
possible, and all tickets are answered in the order received. We attempt to answer every email within 24-48 hours but in some situations it may
take longer.

Login

We are here to Help you, please try to find the answer to your question in the knowledge Base & Trouble
Shooter. If that doesn't work post your ticket to related Product.

VIPMPG @ @
VIP HELP DESK @ @

4. View Knowledge base functionality on index page

5. Submit Ticket functionality on index page

6. Dynamic fields for departments to collect the information from user at the time of
posting ticket.
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New feature of ver 3.0

Centralized support desk system

Display of multiple products with their sites & help desk support home .
Admin can control on multiple products displayed at user panel .

New theme of user panel as per GUI standards.

Help desk system is Easy to use & simple to understand as per usability.

Email has become increasingly unreliable. Since our emails notifying you of your ticket updates may fail to be delivered, it is vital that you log
back in to our Help Desk and check the status of your ticket(s) frequently for updates. We will attempt to reply to your ticket(s) as quickly as
possible, and all tickets are answered in the order received. We attempt to answer every email within 24-48 hours but in some situations it may
take longer.

Login

Happy To Help :

We are here to Help you, please try to find the answer to your question in the knowledge Base & Trouble
Shooter. If that doesn't work post your ticket to related Product.

MemberSpeed, Inc. Network Sites, Inc. Network Sites

SYTDASH

VIPcart.com

Interntetmarketing.com

Powered By VIP Help Desk Software
Copyright 2002-2009 VIP HelpDesk 3.0. All Rights Reserved.
=d 8 0 el umi i

User can view knowledge base before submitting ticket

There will be separate link for all products help desk —Support Home

Added Turing code (Captcha code ) in submit ticket page as per security point of
view.

Product wise departments are displayed in Ticket submit page.
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e.g if user submitting ticket for Internetmarketing.com then only
internetmarketing.com product departments are displayed.

After clicking on submit ticket button user can view knowledge base before
submitting ticket

View Knowledgebaszse

@ | | | | | | s=arch |

@ Question Department Views
1 How is installation performed ? Technical 5

If your query not solved you can Submit Ticket

After clicking on submit ticket following page is displayed

Home Login ”~
Submit Ticket

If you can't find a solution te your problems in our knowledgebase, you can submit a Ticket by selecting the appropriate
Department below.

Product * SYTDASH

Your Name = | |

Your Email = ‘ |

Bl | setect Department +|
|Select Department |

Ticket Subject * [ EETTE NN
1Biling
Please select department name |

Message *

You will get Relative Match of yvour query when you type
Attachment I [ Browse... |
Priority [Low %]

T — s < P

Powered By VIP Help Desk Software
Copyright 2002-2009 VIP HelpDesk 3.0. All Rights Reserved.
Desig & Developed by elLuminous Technologie
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3.3.1 View Troubleshooter.

When clicking on View Troubleshooter link, user can see details of troubleshooter
details and view counts.

View Trouble Shooter
Enter the data and click on search

@11 | hutton... ]
@ Title Views

1  Enter trouble shooter Question orting functionality on ‘Title' field. 1
2 gives error after successful installation? 25
3 How to install the script? 18
4 I Question for troubleshooter I When clicking on troubleshooter 15
Loy link, troubleshooter details is 6
6  this iz test question? displayed with new page. &
7 this is test troubleshooter 0
8  This is test troubleshocter module ? &
9 this is test truuble shooter 1
10 this test frm- trouble question 0
11 What is QA and QC 7 10
12 What static testing method 7 5
13 Which standard use for inspection and testing ? &

3.3.1.1 View Troubleshooter details.

When clicking troubleshooter details link , troubleshooter details is displayed
with new page.

_________________________________________________________________________________________________|
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Troublezshooter Details Back
Question : Enter trouble shooter Question f
Answer: Back to page

link..

Here you can add trouble shooter answer.

3.3.1.2 View counter.

View counter functionality is basically used for how many user viewed the
troubleshooter.

3.3.1.3 Sorting and searching functionality.

User can search and sort title and view fields.

3.3.2 View Knowledgebase.

When clicking on view knowledgebase link, user can see question, department
and view counter of knowledgebase.

Enter the data in textfield hoxes and click on search button,

View Knowledgebase
@ | | search
@ Question Department Views

g HoW £ puirchase the software ? SO When clicking on links, you can see managing sales 66
E:lp Capability Maturity Model [CMM)- | detail of knowledgebase.... Technical 60
sgarch | How do Tinclude one HTML file in anather? Technical 4
&sutt. |1y many types of recording mode in QTP Teating 46




116

3.3.2.1 View knowledgebase details.

When clicking knowledgebase details link , knowledgebase details is
displayed with new page.

Knowledge Base Back

Question : How to purchase the saftware 7 Back to page functionality on details page /

Answer : Please visit our sales section for details.

3.3.2.2 View counter.

View counter functionality is basically used for how many user viewed the
knowledgebase.

3.3.2.3 Sorting and searching functionality.

User can search and sort question, department and view counter field.

3.3.3 View Downloads.

When clicking on View Downloads link, user can see download title, description, date,
view and download file link.



E@l

e

[}

Downloads

Title

I Enter the title for download I
&

e
add new file \

Description

Here you can add descriprion

this is test file

test download file

1 1
Click on title link, to see download ©
details...

User can see download file.

today

abc

Test file

This 15 test Te, please nore this..

todayl

this is a file .

thiz iz a test file.

3.3.3.1 View Downloads functionality.
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i R

Date

2008-10-13
03:48:18

2008-06-03
05:37:24

2008-06-02
05:49:58
2008-06-02
04:12:26
2008-04-28
11:15:54
2008-04-25
10:08:45

2008-04-19
12:55:53

Views Download

s = =
Clicking on Dovmload
link, dowmload file is
opened...

oo
8 i
7 ik

When clicking on view download title link, user can see download details.

3.3.3.2 View counter.

View counter functionality is basically used for how many user viewed the

download.

3.3.3.2

When clicking on download link, user can download the file.

Download link.

3.3.3.4 Sorting and searching functionality.

User can search and sort on title, date, views functionality.

3.3.3 Announcement.

When clicking on View announcement link, user can see announcement title and

date field.



Enter the dataand click on search button....
Announcements

@ | | | 2earch |
@' Announcement Tifle Date

1 New announcement T . 2008-10-13 04:39:33

: Clicking on title, user can see

Z test ann annoucement details.. 2008-08-08 00:44:47

3 this is test ann 2008-08-07 05:57:30

4 Exciting announcement. 2008-06-03 00:43:12

3.3.4.1. View Announcement.
When clicking on details link, user can see announcements details.
3.3.4.2. Sorting and searching functionality.

User can search and sort on announcement title, date field.

3.3.4 Ticket status.

When clicking on ticket status link, user can view current ticket status, using
mail id and ticket key.

3.3.5.1 Ticket status screen.
User can enter following things-
1.Enter your valid email id in the text field box.

2.Enter Ticket key in the text field box.
3.Click on ‘Submit’ button, to see ticket status.

Ticket Status &

Your Email * |a2ztest1 @yahoo.com |

Ticket Key * l7a |

Clicking on submit button, user can see ticket status search page.

e

Clicking on submit button, user can see ticket staims
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Welcome to VIP Help Desk!
Clicking on 'Reply' link,
user can reply the tickets..
home When clicking email id, user can see related to email id
p#tickets...
harit23@gmail. com,
B | | Epy
# TicketlD Subject Department Operator Priority [late Status
1 00000000115 This is test tickst subject Technical Not Assigned Low 2008-10-14  Qpen

Reply Ticket functionality-
Using reply ticket functionality, User can reply the tickets following way-

Click on post reply + link.

Select status for reply- open or close ticket.

Enter the message for reply.

Select the attachment for reply.

While clicking on submit button, to submit the ticket reply.

A WNEPE

Ticket Log and Feedback history-

Here user can see last reply for tickets and ticket feedback history listing.

Last Reply By :
Test_user
14:0ctober:2008
03:55

Ticket Log Hiztory

Last Reply By : : ok
admin

14:0ctober:2008

03:55

Last Reply By : P test reply Clicking on feedback link, user can add Feedback
Test_user feedbacl..
14:0ctober:2008
03:55

test reply

User can see Ticket log history.. |

Feedback page-




120

Ticket Detail
Ticket By : hary_b, aZztester@gmail.com
Briority :  Medium
Crepartment : Technical
Oiperater : sham
Posted On : Maonday 15th of September 2008 06:25:57 AM
Subject this is test security reply il
Message :  this is testsecurity reply.
Status : OPEM

Post Reply ™

Status | Open

Message Enter message for rephy.

Attachment |C:"Docun‘ert5 and Setiing| | Browse. . |

User can add feedback following way-

1 Click on Feedback link.

2 Select rank for feedback eg. Good, Average etc.

3 Enter comment for feedback.

4  Clicking on submit button, feedback is saved successfully.



Feedback :
Ticket 1 Test tickets
Operator : admin
. - — Select raml: for feedback as- Good,
Give Rank * | i
| A erage.
Your Comment * Good =ervice.
Fa
Enter the comment
for feedback
Clicking on submit, feedback is saved sucessfully..
3.3.4.2 Receive ticket list mail functionality.

Enter vour e-mail address below to receive a list of all vour support tickets

Your Email * test@yahuu.cuﬂ
E _Clicking on submit button, user can get ticket list on mail
id..

3.3.6 Submit Tickets.
User can submit ticket following way-
3.3.6.1 Submit Ticket functionality.
1. Enter Your name in the text field box.

2. Enter Your mail id in the text field box.
3. Enter Ticket subject in the text field box.

© 2009 VIP Help Desk 3.03 User Guide for VIP Help Desk 3.03
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Enter message in the text field box.

Select attached for the ticket.

Select department to submit tickets.

Select priority for tickets- Low, Medium, High, Urgent.

No ok

Submit Ticket

If vou can't find a solution to your problems in our knowledgebase, you can submit a Ticket by selecting the appropriate Department below.

Your Name * |Test name |

Your Email |test@yahoo.com |

Ticket Subject *  I7iis s test tickets. |

Message * tickets

Mo Match Found. please continue ...

Attachment C\Documents and Seﬂing” Browse...
e | marketing | |software marketing v |
Priority |Low = w|

Submit Ticket

3.3.7 View popular knowledgebase.

User can see popular knowledgebase on the page.



Popular Knowledgebase

#  Question

1 | How to purchase the software ? I'\
2 Capability Maturity Model (CMM)- When clicking on question

ik, Knowledgebase
3 HowdoIinclude cne HTML file in anather? detail is displayed

4 how many types of recording mode in QTP.

5 Thought of Day

3.4 Safety Notes-

3.4.1 Safety Notes details

All the safety instructions in the user's guides of VIP Help Desk web based
application Apply all instructions of User Guide when this product is used.

Answer

Please visit our sales sect..

Capability Maturity Model
(C.

2007-08-20: The easiest
way,..

normal,analog,lowlevel
FECOF..

The quality of the will to p..

View

67
&0

43

46

43
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Remember to make backup copies of all important data to protect against possible

loss or alteration.

Legal Notice

Copyright © 2009 VIP Help Desk 3.03 All rights reserved.



