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Overview

Overview

Figure 1. ThelnBoxHQ Helpdesk web-based interface

illirg (0)

Infermatien (13

. _ 'i n beHQ logg=d in 8= administrator | gt |

. =earch results knowledqebase | configuration address baok

3 | Sysbem Stabus Highest PHoriky Tickets fssigned bo admintstratar ikinns
; Tue 0ol 18 2005 12: 2020 all # Subject Wroke Last CUELE Blatus Priority D
a Queue Load %% - Change b - Vn-{'l'ﬁnael:}.leue?- Uu-l}lmzl}wn:r'?- Vn-Fzrlwmw:li\:n’?- *l_fm_

[ S 00 e 0]

o Dittve e 0]
g |Sales [T M esl Linassi gned Tickets in All (ieies. potions
5 Suppurtil] all # Wrote Last wELE Status Prigrity Age Dug
P_ Status Break down - Changa SlehsT - v u - Chare Suaua? - v BN - Change Dwnart - u CParioemsdlionT - W lm_
e 4 | Sreirig D0 ed )
A ailing - Ce gl ¥ 1]
Custamers-raply 1]
bounced :
:!".‘::!' . E Is in Queue: - Ay queds - ¥ Status Mabches: -mny stalus - =
Last 7 Days {New Tickets) Requester Contains: | Subject Contains; 1| |
Tl £00CE 133 0 Content Contains: 171 | Owner Matches: P —— Vl
MO (0L 17 10 ——_
S (0 15 g Campany Matcheg: - Qi GO o -
Sa (el 15) 0 Advanced Bearch Mode =5
T 6 15 ]
Whad (0t 120 0
Wi o 1 527
Bl ol Tickels Shoeed 10 Administrator [administrator) on the main sereen (ip: 66.63.145.130 idle: 0 sees)
Amoinl Oof CorresponEence Slorsd. 18

P Of ik esses Sloned g
P imisee O Hnowiadgabage Afickss 0

Dorit dadio Fiedrash (w0

Thereisavariety of email based interaction present in business today. This e-mail interaction exists
more commonly (and in greater volume) in Internet-based companies, but can be present at any level in

any business. E-mail communication as a customer support medium has several advantages over
telephone conversations or written correspondence. First, e-mail is sent and received near
instantaneously between any two points on Earth that have accessto the Internet - and unlike the
telephone or post office, you don't pay for the privilege (just the Internet access). Secondly, it is

inherently

simple to keep and review alog of previous e-mail conversions - thisis not space-efficient

with written correspondence, nor isit possible in telephone conversations without outrageously costly

equipment

out of reach to the majority of businesses.

As most support departments know, efficiently organizing solutions to previous problemsis critical to
the swiftness and success of your company's customer service. No company wants to pay five people to
solve the same problem five different times.
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INnBoxHQ provides enterprise-level e-mail management with a web-based interface that is both visually

and functionally optimized for extensive daily use. By indexing e-mail correspondence in a database, an
accumulation of past support experience is at your staff's fingertips in whatever format you need.
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l. INBoxHQ
1. What is InBoxHQ Helpdesk?

INnBoxHQ Helpdesk provides enterprise-level e-mail management with a web-based interface that is both
visually and functionally optimized for extensive daily use. By indexing e-mail correspondencein a
database, an accumulation of past support experienceis at your staff's fingertips in whatever format you
need.

Here are several of the benefits of InBoxHQ over traditional e-mail:

. Tracking all communication with your customersin asingle location. No more digging for past
responses from your customers or staff in your personal e-mail client. No more quoting an entire
conversation in every response, or forwarding replies to a dozen people just to keep everyonein
the loop on an issue. The INBoxHQ e-mail parser acts as a proxy, making sure al new responses
from your customers are directed back to the support system rather than directly to individual
support team members.

. A new staff member can immediately pick up where another left off and be fully up-to-date on
any given issue with information provided by the system. An audit log of past ticket actions and
ticket correspondence history is available on all tickets. Know instantly what has been done and
what needs to be done next.

. Theability to quickly search for past or present tickets based on common criteria, such as;
sender, subject, status, queue, content, date-range, custom fields & more.

« You can store your own custom data and information with individual ticket or requestor (e-mail
sender) records. No more mental or scribbled notes in various places -- your whole team will
have access to this critical information for use in quickly responding to a customer in a
personalized manner.

. Providing a uniform corporate image and brand(s) to your existing and potential customers. All
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the helpdesk tools can be branded with your company logo(s) and blend together to provide a
support experience that keeps the focus on your company.
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2. How InBoxHQ Helpdesk Works

Two explanations are provided for how the system works -- brief and technical:

a. Brief Explanation

Step 1. Customer Sends an E-mail

The e-mail support processin InBoxHQ Helpdesk begins with an existing or potential customer sending
an e-mail message to one of your company's contact addresses. The content of this e-mail would be
redirected from your company mail server to the InBoxHQ Helpdesk parser.

Figure 1-1. Customer e-mail to helpdesk

TO gupport@yourcompany ., com

RE: | My =ite is down!!

My website is down!
Please do something quick!

=Jahn

Step 2: A Ticket is Created

The parser scans and compares components of the e-mail to the database to determine the proper course
of action. Once the destination of an e-mail message is determined by pre-defined rules, the e-mail
message is split into severa parts and is stored in the database. At this time the message is considered
"queued".

If thisisanew ticket, the customer is sent an auto-response that their message has been received and
they are assigned aticket number for referencing the issue later. Ticket numbers allow you to bring up
all previous notes and correspondence regarding an open issue, while saving your customer from the
hassle of repeatedly having to explain their problem (or question) to multiple members of your support
department. Aswell, this system allows for "escalation" when one of your support staff members needs
to "pass' aticket to another member with more experience in subjects the ticket may involve.
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After aticket is queued and the customer has been informed their ticket has been created, InBoxHQ
Helpdesk will notify your customer support staff of the new ticket. Thisis done using the notification
methods selected in the configuration of the product.

Figure 1-2. The InBoxHQ Helpdesk parser islocated on our mail/web servers

Step 3: Staff Reviews Ticket & Replies to Customer

Once an available staff member reviews the new ticket in the GUI, they have the option to "take" it. A
staff member who has taken aticket will communicate with the customer to attempt to solve their
problem. A number of tools are provided by InBoxHQ Helpdesk for exactly this purpose. For example,
the supporting staff member could browse the knowledgebase for previous occurrences of asimilar
problem; or look at the individual support history for the client to determine a possible pattern; or utilize
other company procedures to troubleshoot a new incident.

When the staff member is ready to communicate their initial (or final) findings with the client, they can
initiate areply from inside the ticket, quoting the customers text to answer separate questions or iSsues.
At this point, the customer may choose to reply with feedback regarding the proposed solution. The
communication continues until the customer's problem is solved or a suitable "work around” is found. It
would be a perfect world if all ticket's issues were answered completely with one response. Knowing
this, most staff members choose to work on another ticket while awaiting customer feedback.

Figure 1-3. The InBoxHQ Helpdesk Graphical User Interface (GUI)
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Step 4: Ticket Resolved

When the staff member isready to close the ticket, they update the ticket and set the status to "resolved”.
They would then be prompted if they would like to enter a summary of the problem and its solution into
the company knowledgebase for future use. If the knowledgebase is frequently updated in this fashion,
customers browsing the public knowledgebase on your company's web site could potentially find
answers to their questions without ever having to contact your support department.

After the ticket has been closed, the staff member moves on to the next unassigned ticket matching their
skill set.

Figure 1-4. The customer receivestheir response from the helpdesk

TO johnlcustomar . com

RE: |[gupport £123]: My site is=s...
Hi John!
Your site is back up.

Have a good one!
--Tech Support

=

b. Technical Explanation
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When an e-mail is sent to one of your e-mail accounts, InBoxHQ can capture the message through one
of the following methods:

. POP3 ("popping"): The system can check a standard POP3 mailbox at a set interval with any
mailserver hostname/port/user/password combo. Thisis the easiest method to set up.

« Piping: Thisisthe optimal solution. E-mail is piped directly from your mail server (MTA) to the
INBoxHQ parser in real-time.

After parsing takes place through either method above (piping or popping), the e-mail has been stored
and indexed in aMySQL database. This stored information can then be managed with the web-based
GUI (graphical user interface).

Actions taken in the GUI can include the following: replying to a customer e-mail; commenting on a
customer issue; assigning an issue to a staff member; changing an issue's status; viewing open or closed
tickets; viewing queue loads & more.

Y our actions may resolve a customers issues and answer their questions, or may prompt further
communication through the hel pdesk.
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ll. Administrators Manual

This section describes what you as an Administrator can do after you have purchased InBoxHQ
HelpDesk.

1. Logging Into the GUI

Figure 3-1. Login Screen

= 1nboxHQ

EHAIL LIFEVYCLE MANAGEHEMT

Login: |
Password:

Lost vour password? Login

The first thing to do after InBoxHQ has been set up isto log into the Support-GUI. Use your browser to
navigate to the Support-GUI. The default location would be: http://<yourdomain>.InBoxHQ.com. You
should have received you admin username and password by email. Y ou will have full accessto modify

all settings of the system.

a. Lost your password?

Y ou may notice that there is an area on the login screen to get your password should you forget it. The
first step isto enter your email address that is set to your account. The system will then email you a
verification code. Y ou then enter this code in step 2 and your password will be sent to you viaemail. It

isimportant to have proper email addresses assigned to users as well so that they can receive the "E-mail
reset verification code".
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2. First view of the Support-GUI

Figure 3-2. First View of Home Page
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Thisimageis similar to what you would first see after you login. Many areas have no data yet and have
little use. It will become obvious what these different areas are for once tickets start to enter the system.
In the top-left area of the screen isthe [configuration] link. Click thisto start configuring your system.
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3. Configuration

The Configuration areais the brain of the operations. In here is where you will set up al your agents, groups, queues, mail rules, etc. We
highly recommend that you only give access to the configuration areato Administrators. Although it would take a bit to render the
helpdesk unusable, limiting access to this area ensures that changes aren't made by someone who doesn't have a good idea of what they
are doing. Well start off this section by explaining the main display of the configuration area.

a. Main Page

The first page you will encounter after entering the configuration area consists of the Helpdesk Environment listing and the Client/
Server Environment area. Thisis mostly an informative page for your helpdesk.

Figure 3-3. Configuration Screen

= 1nboxHQ
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InboxHQ Parser Yersion: 2. build 592

Server Software: &pache MyS0L44.0.25

Machine Type: FreaBsh

Clignt Browser: Mozila/M, 0 (ecompatbla; MEIE 8 .0; 'Windows MNT 5,1) W1 (R1 L3
MET CLR 1.1.4322)
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b. Settings

kﬁ; Setkings
Upload Logo

This section alows you to upload a customized logo for your helpdesk if you wish to replace the default InBoxHQ Helpdesk logo. It
only contains one section, Upload Logo. You may type in the location of the file or you can aso browse to the file you would like to
upload as your logo. Note that the image must be in GIF format, and has alimit of 100 pixels for the height with a variable width.

Branding - Customize InhoxHQ Helpdesk

Company |
Logo:

A neny logo may not showe up immedistely i your broweser iz caching images. Try reloading.

[ Browse.. [ Use Default | gnust be GIF; up to 100 pixel height, variable widihy

[ Submit Changes ]

c. Queues

Edit/Delete Queues

The Queues section is where you will be editing and deleting your queues for use in the system. By default, we have set up and named 5
queues.

Edit/Delete Queues

In the edit/del ete queues section, you can edit the queues you have already set up, or delete any existing queues.

Nueue Configuration

T
piing |

Mode Schedule (default) Response Target (default)

Jpen not set not set

Address (1) biling@Etestcompany inboxheg.com

Select the queue you wish to edit, in thisinstance Billing.

Thefirst option you will be able to edit isthe Email Friendly From field. Thisisthe email address that will appear in the reply to
address when you respond to customer email support request. Y ou can also set the prefix that appears before ticket numbersin the
gueue. Inthisexample, the ticketsin the queue will have "ticket" in front of the ticket number.
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tiit Configuration of Queue "Billing"

Queue Name: |EIiIIin|;| | (for example: "Support")

E-mail Friendly |

From: (for example: "B Z, Inc. Support" o "WYY Z, LLC. Sales". Leave blank for normal email address display)

Queue Prefix: |ti|::ket

| (thiz will prefix the ticket # in e-mail subjects, ie. [ prefix #1230

Autoresponse templ ate tokens are tokens that you may insert into your autoresponders to include information specific to the current
ticket.

Autoresponse Template Tokens:

You can use the following takens in both the auto-open and auto-close response templates:
#&ticket_id## - Ticket ID or Mask

##ticket_subject## - Ticket Subject

##ticket_status## - Ticket Status (new, resolved, etc.)

##ticket_owner## - Ticket Cwner User Name

##ticket_due## - Initial Ticket Due Date according to SLA plan/Queue & Schedule
##ticket_time_worked## - The Amount of Agent/Technician Time Spent on this Ticket
##ticket_email## - The Email Body of the Original Ticket Message

##queue_name## - Ticket Queue Mame (Support, etc.)
##queue_ hours## - Weekly Business Hours this Queue is Staffed (default or SLA override)
##queue_response_time## - Queue's Target Response Time in Business Hours (default or SLA override)

##sla_name## - The Sender's SLA plan (if any, otherwise returns "none"),
##contact_name## - The Sender's Full Mame (if stored in Contacts, otherwise blank).
##requester_address## - The Sender's E-mail Address that Opened the Ticket,
##company_name## - The Sender's Company Mame (if stored in Contacks, otherwise blank),
##company_acct_num## - Company Account Mumber (if stored in Contacts, otherwise blank),

Responses that can be automatically sent to customers that submit emails/tickets to the helpdesk include when a new ticket is created
and/or when the ticket is resolved. If thisis enabled, customers will be sent an email with the response you provide within the
configuration screen when the ticket is created and/or when it is resolved.
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[;}IE!W Ticket Auto Response:
[] Enable Mew Ticket Auto Response

Ticket Resolved/Closed Auto Response:
] Enahle Ticket Resolved Auto Response

Y ou may designate the queue either Open or Gated.

Public Queue Access:

Queue Mode:

| Cpen (Dpen to all Clients) V|

Open gqueues are availahle for use by any requester.
Gated queues are restricted by Service Level Agreement (SLA) plans that enable access by company (e.q., PriorityiPaid Support, etc.)

Y ou may also set default response times for customers not covered by SLA.

%?ueue Service Level Defaults:

a client (requester) does not have a Service Level Agreement (SLA) plan covering this gueue with a guaranteed
response time and defined hours, the following defaults will be used to autormatically manage due dates on new tickets
and replies.

Default Schedule:

Default Response Time Target: EI business hours

Y ou can set up an autoresponse to customers who may not be authorized to send to a specific queue.
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E—lﬁail Template (if 'Gated"):

The following template is only used if the Queus Mode is 'Gated', If Cerberus receives e-mail from a sender who isn't
authorized by a service-level agreement (SLA) plan to use this gueus, this e-mail template will be sent back to the
sender and no ticket will be created, This template should include details on how to enable (purchase/frensw/ete.) an
appropriate SLA plan,

You can use the following tokens in your Access Denied response:
##email_subject## - Subject of the Unauthorized E-mail
##email_to## - Destination Queuwe E-mail Address of the Unauthorized E-mail

##email_sender## - Sender E-mail Address of the Unauthorized E-mail
##email_date## - Date of the Unauthorized E-mail

##email_body## - Content of the Unauthorized E-mail

Set group permissions for the queue.

Agent Group Access to this Queue:

o Jouesehccem |

Administrator: Cread @ write O none

Agent: Oread @ write Onaone

Y ou may set up the email addresses that will deliver to this queue here. If an email addressis not included in the queue configuration,

the email will be simply dropped by helpdesk. The first address that you added to the queue will normally be the default reply to address
when you reply to tickets. However, you may

! Inigue E-mail Addresses Assigned to this Queue:

billing@testcompany.inboxhg.com

[l

Add: | @

| [for example: sUppOrEY OUFCOMPEany .Com)

Y ou may designate the queue as a subgueue of another queue here as well.

Ootional, This feature allows you to use this queue as a folder without assigning unigque e-mail addresseses, This option
will share the queus address list from the specified gueue when replying, while still keeping tickets separate. For
example: if you want to sort sales leads into multiple queues for workflow, but want all replies to come from

sales@yourcompany.com, sirmply set all your sales queues to share the main 'Sales' queue addresses.
Parent Queue: |-none - b

Once you have completed the configuration/edit of your queue, make sure you submit the changes.
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[Submit |
d. Agents

Create New Agent

Edit/Delete Agents
Manage Groups & Permissions

The section where you will create new agents for use in your helpdesk. Here you will assign agents/groups to queues, create new admin
accounts, and create groups for these agents.

Creating a New Agent

When creating a new agent, you will come upon this screen that will show you fields such as: Agent Name, Agent E-mail Address,
Agent Login Name, Agent Password, and Agent Group. It isimportant to note that the Agent E-mail Address should NOT be a queue
address or else you may receive duplicate tickets or mail loops.

Agent Name: | ] (for excarrple; "John Doe™)
Agent E-Mail |
Addrass: (for examgple: SUppOrEEyOUrCOMmpanty Com|

IOTE: This address must be a valid a-mail account. if this user plans to respond to tickets from thekr e-.mail
client {Le. Cutlook Express) and HOT the GUL this address must exactly mateh the account and reply-to set up in

hat e-mall client. Do not use guedss addresses here or you will get duplicate tickets or mail loops.

Agent Login Name: | (e login naene tht the agent will log into the Systerm with)

Agent Password: |

Agent Password | )
{ (retype passwornd for verification)

{again):
Agent Group: |Nun& [Agent Disabled) | (not reguired if superuser)

Y'ou can manage gueue access for this user at the group-level or user-level. Group-level access simplifies managing
gueue permissions for large numbers of users and gqueues, as updating the queus permissions on a group will
automatically update all users associated with that group (e.q., support staff, managers). Userdevel access overrides the
group's queus access for this user only, to allow for special cases.

m Group Access (Default)) User Access (Override) m

Billing: ®luse group access  Oread O write O none [ watcher
Information: (&)use group access  Oread O write O none [ watcher
Other: (Fusa group access  Clread O write Onone [ watcher
Sales: Fuse group access  Oread O write Onone [watcher
Support: ®luse group access  Oread O write Onone [ watcher

Submit

Edit/Delete Agents

Much like how the Edit/Del ete Queues section worked, you may select agents which you would like to delete or edit. Clicking on a
agentname will bring you to the same screen as creating a new agent.
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Create a Mew Agent

e. Service Level Agreement (SLA)

Ep Service Level (SLA)

Manage SLA Schedules
Manage SLA Plans

Service Level Agreements areintegral parts of many businesses today. The application of an SLA planisto make it so that your
company has a set schedule of when to offer support, and in turn it lets customers know when you are available for support as well.
Generaly SLA'sare used in conjunction with fees to guarantee response times or support. The SLA plansin InBoxHQ Helpdesk allow

you to give precedence to tickets from certain companies and also alows you to restrict certain queues (also called 'Gated' queues), to
customers/companies with the appropriate SLA plan.

Managing SLA Schedules

Schedules are used to maintain the working hours of your queues. The SLA plans depend on these schedules to set due dates.

After clicking on the Create New Schedule link, you will be taken to a new page where you can enter the Schedule name and set the
hours for each day of the week. For the time options you may set it to 24 hours, closed (gated), or customize the hours.

ki'eate SLA Schedule

Schedule Name: |

| Buch as: "Standard Hours"

Day __________[SLAHours

Sunday O 24 Hours O Closed @Cu5tum:|12ﬂﬂ& "“|— 12:00a “'|
Monday O 24 Hours O Closed @Cuztum:|121mﬂ V|- 1200a V|
Tuesday O 24 Hours O closed @ Custom: | 1200 v - 1200a v/
Weoadnesday o4 Hours O Closed {a](:u5t.;.m:|12:ﬂﬂa v|_ 12:00a v|
Thursday 24 Hours O Closed @Custum:|12ﬂﬂﬂ V|— 12008 V|
Friday O24 Hous O losed ©Custem: [ 1200a ] - 1200a ¥/
Saturday ) 24 Hours () Closed @Custnm:|12ﬂﬂﬂ V|_ 1200a V|

[Submit ]
Managing SLA Plans

This section will allow you to manage different SLA plans. If you already have plans set up, you can edit or delete the existing plans,
you can also create new plans.
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¢ervice Level Agreement Plans

Create SLA Plan

Explanation: Service Level Agreement (SLA) plans document an enhanced level of support given to a particular company
as a contract, usually providing quicker, guaranteed response times for a fee or to meet the customer's reguirements.
SLa&s are used in service-related fields such as Customer Service and Technical Support. SLA Plans in Cerberus are used
to give precedence to tickets from certain companies w/ SLA plans. Cerberus helps to enforce guaranteed response times
by automatically managing ticket due dates. You may also restrict certain queues (called 'Gated’ guaues) to customers
who have an appropriate SLA plan (e.g., for paid support). If providing SLA options to your customers isn't relevant for
your business, you can simply ignore this section.

SLA Plan Mame

After clicking on Create New SLA plan, you will be taken to a new screen which will show ablank field for the Plan name and will also
list the queues in your system. The queue modes are open and gated: Open means the queue is available for use by any requestor, Gated
queues are restricted to the SLA plan.

hr;real:e Service Level Agreement Plan

Plan Name: | |WMCW!$WW

Plan Includes:
m Queue Mode SLA Response Schedule Response (hrs)*

Billing Cpen -hone- ¥

Information Cpen -none= ¥

Other Open =none= %

Sales Open -hong- ¥

O IO O (TR O

U
T

Support Cpen -none - |¥

* SLA Guaranteed Response Time (in business hours using Schedule).

MNote: Queues not induded in the plan will be handled by their default settings. Open queues are available for use by
any requester, and Gated queues are restricted to SLA plans that enable them by company (e.3., Priority Support, Pager

Access, ekc.)

f. Search Indexes

From when you first start receiving tickets, your helpdesk will automatically index al the tickets and knowledgebase articles created. If
for any reason you need to update those indexes, the search indexes section will be where you do so.

@ search Indexes

Reindex Knowledgebase
Articles

Reindex Articles

If you would like to reindex just the articles in the knowledgebase, clicking this button will open a new window that shows the progress
of the reindexing.
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Reindex Knowledgebase Articles
Reindex Articles:

Clicking the button will spaswn
a newy windowy to proceed
swith reindexing the
knowledagebaze articles from
the databaze.

g. Knowledgebase

This section will allow you to configure the base levels of the knowledgebase. Y ou can make new, edit, or delete knowledgebase
categories. This section will also allow you to approve/reject Article Comments if you have that option set.

B knowledgebase

MNew Cateqory
Edit/Delete Cateqories

Approve/Reject Article
Comments

New Category

In this section you will be able to create a new knowledgebase category. Y ou will need to enter a name and select the section to which
this category belongs to. Select 'None (Top Level)' to be the top of atree (e.g. Support, Billing, etc).

Add New Knowledgebase Category

Category Name: | | (for example: "Disl-Up", "FTR", "E-hail")

Cateqory Parent: | Mone (Top Lewvel) V|

Editing/Deleting Categories

Y ou may edit any categories you have created in this section. Y ou may rename the category or select a different category parent.

Knowledgebase Categories Configuration

Create a MNew Cateqory

Approve/Reject Article Comments

If you have selected the option that knowledgebase comments require approval in the global settings section, you will be able to view
any comments made that needs to be approved here. Any comments that are awaiting approval will be listed and show the Agents e-mail
address, their |P address, the date and time, and the category and article in which the comment resides. Y ou may select multiple
comments to approve or reject. Any rejected comments will be automatically deleted.

Knowledgebase Article Commments Management

Mo user comments pending approyval,
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h. Maintenance

E Matenance

Purge Dead Tickets

Clean-up Attachments
Purge Temp Files

This section will alow you to purge dead tickets, clean up attachments and purge temp files. If you feel you are having a slowdown, you
can try optimizing your database tables to see if that helps.

Purge Dead Tickets

To remove dead tickets from the system, click the Perform button on this section. Tickets marked as dead can only be purged if it meets
the time requirement set under Global Settings.

Dead Ticket Purge: 3 Ticket(s)

[deletes all tickets marked 'dead' that are
older than the Purge Wait Time in Global
Settings)

Clean-up Attachments

To remove/clean-up attachments that are no longer needed and slow your database, you may search/filter attachments based on set
criteria and then delete the attachments.

Find Attachments to Clean-up

Attachment Search:
= the filters below to locate sttachments which are no longer needed by the helpdesk.

L] File name | contains Vl | | (Case insensitive)
] File size|biggerthan VH ||KEI v|
L] File created | after V| | | B (mmictdryy)

[ ] attachment's ticket is | resched V|

Return at most | 100 results v|

Remoye Attachments

Mo attachments found, Bun a search above to find attachments to prune,

Purge Temp Files

Database performance may aso be improved by purging temp files no longer in use

Purge Temporary Files

There are currently no temporary files pending purge.

http://www.inboxhg.com/support/adminmanuaconfiguration.html (10 of 13)12/9/2005 8:41:27 AM



Configuration

I. Parser Config

The parser config section contains two subsections, Parser Mail Rules, and Parser GUI Log.

B Parser Settings
Parser Mail Rules

Parser;/GUI Log

Block Senders
Export Addresses

Parser Mail Rules

In the parser mail rules, you can create rulesto be executed as mails come in, before an e-mail message enters the helpdesk or after an e
mail message has been transformed into aticket. Much like how a filter works for your regular e-mail client, you can set up rules to put
specific senders into respective queues, or have spam mails automatically deleted.are run before an e-mail message enters the hel pdesk.
Y ou may also select the order that arule will be executed by moving the select rule up and down in the list.

Parser Mail Rules

Pre-Parse Mail Rules

Fre-Parse Mail Rules are run before an e-mail message enters the helpdesk, These rules are best used to combat spam
and other nuisances you may not want entering your helpdesk as a ticket,

Create a New Pre-Parse Rule

| Edit Rule

[ Delete Rule ]

[ Move Down ]

Post-Parse Mail Rules

Post-Parse Mail Rules are run after an e-mail message has been transformed into a ticket, These are best used to
change the properties of a ticket (owner, status, priority, guewe) based on your criteria.

Create a New Post-Parse Rule

Edit Rule

[ Delete Rule ]

[ Move Down ]

[ Sawve Changes ]

Currently there are 7 different rule criteriaand 6 different rule actions. The 7 rule criteria are as follows: Sender Address, E-mail

http://www.inboxhg.com/support/adminmanuaconfiguration.html (11 of 13)12/9/2005 8:41:27 AM



Configuration

Subject, Destination Queue, E-mail is New, E-mail Re-opens a Ticket, Attachment Name, and Spam Probability. The rule actions
include Redirect E-mail to, Reply to E-mail with Message, Don't Send Queue Auto-Reply, Don't Send Notifications, Don't Create a
Ticket From E-mail and Stop Processing Remaining Rules.

Create Pre-Parse Mail Rule

Rule Mame: | | Choose s name for this rule,

Rule Type: Pre-Parse Mail Rule

Rule Criteria:

[] sender Address ||:|:|ntains V| | |
|

[] E-mail Subject ||:|:|ntains V|

[] Destination Queue |equal to V| Billing e
(] E-mail is New (Mot a

Reply)

[] E-mail Re-opens a Ticket

[] attachment Name ||::|:|ntains V| | |
[] spam probability ' equalto v/| %

Quick Regular Expression Tester

||

Rule Actions:

[ ] Redirect E-mail to I (e-mail address)

[] Reply to E-mail with
Message

[l Don't Send Queue Auto-Reply
[] Don't Send Notifications
[l Don't Create a Ticket From E-mail

[ ] Stop Processing Remaining Rules

Mote: Enter regular expressions using: fsoxpressiondlags
More on reqular expressions from the PHP wehbsite,

[ << Back to Parser Mail Rules (Don't Save) ] [ Sawve Changes

Parser/GUI Error Log

If your system experiences any errors, you can view the error logs here. Should you need support for these errors, the InBoxHQ
Helpdesk Team may ask to see any errors that have occurred.

Parser;/GUI Error Log

Mon Oct 17T 2005 0T:09PM: CEREBERLUS PARSER [ERROR] Incoming meszage didn't match & queus in TOWCCBCT [(blahdtesteompany.inboxhi.com).

Clear Log

Block Senders
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In the block senders area you can view all the e-mail addresses that are already being blocked. Y ou may also search for an e-mail
address if you can't seem to find it.

E-Mail Addresses

Search for an E-Mail address: I Search

Banned From Address

Save

Export Addresses

The export addresses section allows you to export addresses from the queues in which you select. Y ou also have the choice to select a
commaor aline return delimiter, and whether or not you would like to export the addresses to afile, or print it to the screen.

Export Addresses

Select Queues: Cleilling
[ Information
[]other
[Isales
L] 5Support
Delimiter: () comma ) Line Return
File Type: (%) Prirt to Screen () Expart to File
Hote: Printed resultz will open in & new window .

[ Export Addresses ]
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4. Contacts

The address book link brings you to a new screen which will show you the listing of al the companies
and registered contacts that are in the system. Here you can add, edit, or delete these compani es/contacts.

Contacts
Thin in g kst of oo paniss, Sontacis and regritersd Comntacts wilth wihom you vwe Oomimuricatsd.
Contact Substring Search: | Search |

[T siibsleny spare vl maleh gaia Soreay Adaensd, Canlar] “wees and snol add-ece B i nnl 2 seralng, Fir xaple D will mateh Wiagase e, =il
Aerme Irt, 00

allw 0 I 1

Companies & Organizations

fanni # ol Begisiored Contacls

Showing 1 to § of

Hegistored] Addrssas
Showing 110 0 of 0

a. Adding a Company

Companies group together the Registered Contacts with whom you communicate. To ensure various
companies get the appropriate level of service according to your relationship with them, you can assign a
Service Level Agreement (SLA) plan to the company. An SLA will alow InBoxHQ to automatically
manage the ticket and response due dates for communication with Registered Contacts under a given

company.

When adding a company, you have many fields in which to enter information, however it is not
necessary to fill out all the fieldsin order to add a company.
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Company Mame:

Acrounk Ruembane:

|SEraan Addenss:

- _=EF{I’=s8bb

City:

ke P P

TipSPost 6l Code:

Coarrkiry:

IHu:lnu'.'

|FH:

Wahsite:

b. Adding a Contact

A Registered Contact is a user who has access to any public customer services (InBoxHQ Support
Center, etc.) that you may be providing to customers through your various websites. Y ou can group all
correspondence from this contact by adding their various e-mail addresses to their record. By adding the
contact to a company, you can tie all correspondence to a company record -- and the contact may further
benefit from company-wide Service Level Agreements (SLAS), etc.

When adding a contact, you will have many fields in which to enter information, however it is not

necessary to fill out all the fields to add a client.
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‘l:mlal:t (T—r ‘|

et adarece |

Siread Adbdross:

[
[
|y ||
|
[
|Eountey: ]|
Woek Phive: ]l

IBI b PP i

Lip/Postal Code:

IHl:ln- Phona: ||

|H-u-phm; |I—
R

I Save Changes |
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5. Reports

Currently in InBoxHQ Helpdesk there are 13 reports available in the system. These reports range from the Agent
Login Report to the Total Tickets Offered per Queue Report.

Reports

Click on a link below to generate a report.

Sy stermn Reports

Agent Billable Time Spent by Client -- How much time did agents spend doing billable work for clients during a date range?
Agent Loain Report - Display Logins per day for users.
Agent Pedformance Beport -- Email replies and comments listed by agent aver a given date range.
-- Date range breakdown for each agent showing average bme logged in, average handle time and
numbar of e-mails handled,
== Breakdown of assigned tickets per queue grouped by agent,

W -- Awerage of amount of tme elapsed between ticket opening and first response by an

agent.
Average Response Time Beport -- The average amount of time taken to respond to each requester email over a date range, by
queus, agent or group,

-= Amount of bme elapsed between ticket openfreopen and ticket resolved by agent.

Average Total Handle Time Report
Group Assignment Overview -- Overview of who is assigned to what group.
Group Summary Report - Date range breakdown by group for each agent showing average handle time and number of a-mails
handled.

-- Date range breakdown by gueue for each agent showing average handle time and number of a-mails
handled.
Service Level Report - (by resolution time) -- What % of e-mail was resolved by an agent within a given number of hours,
gervice Level Report - (hy response time) -- What %% of @-mail was responded to by an agent within a given number of hours.
Total Tickets Offered per Queuye -- Total ickets offered per queus over a date range with the ability to filter by sendear,

a. Agent Billable Time Spent by Client Report

The Agent Billable Time Spent by Client Report displays how much time agents spent doing billable work for
clients during a date range.

Reports: Agent Billable Time Spent by Client
How much tirme did agents spend doing billable work for dients during a date range?

(back to reports list)

St Use the calendar to the left to choose which month or day to display a report
Sun Mon Tue Wed Thu Fri sat. 10F; or choose a quick option below.

1
5 3 4 5 g 7 g Show Current Month (October 2005)
» y how Curr Year
g 10 11 12 13 14 1S
16 17 18 = 20 M 2 . _ _
53 a4 95 28 27 2B 29 Enter Date Range: |10/01/05 |t|:|_'||1|!'3'|||’|:|5 | {erter as mmiddhry)
20 A

[] Only Show Unbilled Work |_Run Report! |

Mo data for selected critena,
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b. Agent Login Report

The Agent Login Report displays the logins per day for usersin the system over a specified date range. Note that
you see the Agents Name (full name NOT the username), the time they logged in, the time they logged out, the total
login time, and the | P address with that login. It is also important to note that if a user's login exceeds 12 midnight,
their logout time will show on the previous days report.

Reports: Agent Login Report
Cusplay Loges per day for usars

(back to reports list)

< April 2004 El Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

= & & 8 2 X 00

Enter Date Range: 40104 oo 043004 (oo s cmiddiyy)

Agent Login Report for April 01, 2004 to April 30, 2004
gent Marme

Login Logout
Thu Apr D1 2004
Buper LUser 11:56:29 am 04:11:15 pm 4 brg, 14 min, 46 $ec 192, 168.1. 107
Techl 04:11:20 pm 0F: 17 :08 pm d bwg, 5 min, 48 sec 192, 168.1.107
Frl Apr 02 2004
Super User 11:59:46 am 02:17:55 pm 2 brs, 18 min, 9 sac 192, 168.1.107
Techl 02:17:59 pm 0Z:17:59 pm 0 sec 192.168.1.107

c. Agent Performance Report

The Agent Performance Report will list all e-mail replies and comments over a specified date range. Y ou will notice
the Agents Name (full name), the Agent Login name, Replies, and Comments. Please note that this will list all
replies to aticket and does not only count theinitial reply.

Reports: Agent Performance Report
Emal replies. and com ments isted by agent over a given aabe rangs

(back to reports list)

Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

Enter Date Range: h‘-ﬂ‘-‘m to b‘lmm cerlel & mmddlp
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d. Agent Summary Report

The Agent Summary Report gives a date range breakdown for every agent, showing the Agent Name, Agent Login,
the number of Email Handled, the Average Response Time, and the Average Time Logged In. Please note that the
number of Emails listed here only includes initial e-mails that are replied to and resolved. It does not count further
replies to the same e-mail. If the date of the e-mail is before the range of the report, it will not show up for that
report, but would show up in areport of the date range of when the ticket was created.

Reports: Agnnt Summary Report

Date range breakdown for each agent showing average time logged in, average handle tme and number of &-mais handled,

back to reports list)
Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

5 1
oM Show Current Year (2004)

g

Enter Date Range: DA0ID4 oo 0AB004 junper ue mmiddiny

glrt Summary Report for April 01, 2004 to April 30, 2004
Agent Login Email I-hdld Avg. Response 1'h|l Avg. Time Logged In
SLIpE ST 14 hrg, 19 mn, 5 sac 1 min, 17 s&c
| :l-ﬂll'l‘tl 14 hrs, 12 min, E Sec 1 min, 17 sec

em Averages (weighted) 42 samples 14 hrs, 18 min, & sec 1 min, 17 sec

e. Agent Ticket Assignment Report

The Agent Ticket Assignment Report gives a breakdown of the number of assigned tickets per queue grouped by
the agent name. Y ou can filter the report to choose a specific agent, or you may show all agents (default).

Reports: Agent Ticket Assignment Report
Breakdown of asswned tokets per gueus grouped by agent

(back to reports list)

Filter by Agent:
| any agent ;I Bun Regort!

Bgent Tickst Assignment Report
; Super User
[ATTR TR S Mumber of Assignoed Tickets

Support a
Total Assigned Tickets: &

f. Average Initial Handle Time Report

The Average Initial Handle Time Report shows the average amount of time that el apses between aticket opening
and the first response made by an agent. Y ou can filter this report by entering a specific date range, by group, by
agent, or by queue.
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Reports: Average Initial Handle Time Report

Average of amount of ume elapsed between boket apening and first response by an agent

April 2004 El Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

Enter Date Range: 04004 o 043004 oo ae meniddiyy)
Filter by Group: Filter by Agent:  Filter by Queue:
I- any group - = | any agent - LI | ANy QUEUE - = Fun Bgport! |

'u-rngt Initial Handle Time Report for April 01, 2004 to April 30, 2004

Samples Awg. initial Responze Time
15 bhrs, 1 min, 55 sec

gtnt Average Initial Handle Time 1 agents 16 hirg, 1 min, 55 #c
[System Average initial Handle Time (weighted) 40 samples 15 hrs, 1 min, 55 sec

g. Average Response Time Report

The Average Response Time Report shows the average amount of time it takes to respond to/forward a requesters
ticket. You can filter this report by entering a specific date range, by group, by agent, or by queue.

Reports: Average Response Time Report

The average amount of bme taken bo respond to sach requester emal over a dabe range, by quepe, agent or group.

{

April 2004 8 Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

Show Current Month (April 2004}
Show Current Year (2004)

k|
L 10
1 K
21 H4
i = .

=
=]

1 2
g 8
15 16
e |

& = -
ks [ en
B

Enter Date Range: 040104 o 043004 (orier as mmisidiyy)

Filter by Group: Filter by Apant. Hlter by E_lluun
I any group "i [ any agent Y quesr I

Awerage Response Time Report for April 01, 2004 to April 30, 2004

fm Replies/Forwards Avg. R"m" Awg. Forward Time
Super Liser SUpETUSET 4z f 1 14 "ﬂr!ii min, 5 7 days, 19 l'n'“-t 32 min, 32

14 brs, 19 min, & T days, 19 hr: 32 min, 32
SR BEC

1 agents

14 hrs, 19 min, § T days, 19 hrs, 38 min, 32
BB -0

42 11 samples

h. Average Total Handle Time Report

The Average Total Handle Time Report shows the amount of time elapsed between aticket being opened/reopened
and being resolved by an agent. Y ou can filter this report by entering a specific date range, by group, by agent, or by
queue.
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Reports: Average Total Handle Time Report

armaunt of tme elapied between toker cpenfrecpen and ticket resolved by agent

(back to reports list)
Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

1
L 5 & ]
1 12 13 4 15
B 13 @

Enter Date Range: 040104 oo 043004 o 0 mmiddly )

Filter by Group: Filter by Agent: Filter by Queue:
|-y grons - =] |- dny agant - | | any queus - = Fn Report!

Average Total Handle Time Repert for April 01, 2004 to April 30, S04
gent Mame Agent Lagin Samplez Avg. Resaolve Time

Super Liser SUPENUSEr 16 1 day, 18 hrs, 32 min, 57 $ec

fgent Average Resolve Time 1 agents 1 day, 18 hrs, 32 min, 57 sec

ystem Average Resolve Time [welghted) 16 samples 1 day, 18 hrs, 32 min, 57 sec

I. Group Assignment Overview

The Group Assignment Overview report shows which user is assigned to a group. It will list the Agents Name, their
Email Address, and their Agent Login name. Y ou may filter this report by a specific group, or show all groups.

Reports: Group Assignment Overview

Owarvmews of wiho 2 assgned 1o what group.

iback to reports list)

Filter Group:
- @y gRDUE - =

j. Group Summary Report

The Group Summary Report gives a date range breakdown by group for each agent, showing their average handle
time and number of e-mails handled (actual number of e-mails, not replies).
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Reports: Group Summary Report

Cate ramge breakdown by group for esch agent showng average handle time and number of e-mals hamnded,

(back to reports list)
April 2004 Uze the calendar to the left to choose which month or day to dizsplay a report
for, or choose a quick option below.
Show Current Month (April 2004)
Show Current Year (2004)

Enter Date Range: 040104 o 43004 (e as moitiyy)

Super User

1 groups

Group Averages
42 samples 14 hra, 18 min, 5 sec

System Averages [weighted)

k. Queue Summary Report

The Queue Summary Report gives a date range breakdown by gueue for each agent, showing their average handle
time and number of e-mails handled (actual number of e-mails, not replies).

Reports: Queue Summary Report

Date range breakdown by queus for each agent showing sverags handle bime and number of &-malks handled,

(back to reports list)
April 2004 -l Usze the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.
Show Current Month (April 2004)
Show Current Year (2004)

Enter Date Range: b‘-ﬂ'l-ﬂ" to hmmm {emer a5 mmiddiey)

Agent Loghn Ermiadl Handled Avg. Responss Tima

Super User SLIDEMISer 42 14 brs, 19 min, 5 sec

1 queues 14 h;s.. 18 l'ﬂ.i.l-'l. & ;;:

System Averages (weighted) 42 samples 14 hre, 18 min, § sec

|. Service Level Report

The Service Level Report shows what percentage of e-mail was responded to an agent within a given number of
hours. Y ou can filter this report by date, the number of hours, by group, and by queue.
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Reports: Service Level Report

‘What % of a-mail was respondead to by an agent within a given number of hours

(back to reports list)

< April 2004 tl Use the calendar to the left to choose which menth or day to display a report
for, or choose & quick aption below.

Show Current Month {April 2004)
Show Current Year (2004)

B
R
B
B o
B fsiro v
BRiEw

L
14
21
- -

Enter Date Range: (040104 o 043004 oo oo vy
Agent Reply Within:

Filter by Group: Filter LieLe:
rl‘wuﬁ_h] s ey g X MEI I

ervice Level Report for April 01, 2004 to April 30, 2004

Grovp
Unassigmed

rand Tatal;

m. Total Tickets Offered per Queue

This report shows the total number of tickets offered per queue over a date range. Y ou may filter this report by date,
by queue, and additionally by arequester.

Reports: Total Tickets Offered per Queue
Total tckets offered per queus over a dabe range with the abikty 1o filver by sender
(back to reports list)

April 2004 el Use the calendar to the left to choose which month or day to display a report
for, or choose a quick option below.

k|
1 shew Current Menth (April 2004)
i Show Current Year (2004)

-
18
]
E ]

Enter Date Range: b“'ﬂim to b“m (amiar &5 mmidd'yy)

Filter b eue: Search By Requester:
- Any qUsip - - I Bisr m.

otal Tickets Offered per Queus for April 01, 2004 to April 30, 2004

LI | LAt
Support 143

otal Queuss: 1 Total Tickets: 144
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l1l. User Manual

Although we try to make InBoxHQ Helpdesk as user friendly and easily understandable as possible, we understand
that some functions of the helpdesk may be totally new to you. This section of the manual will describe what and how
functions such as " Quote and Reply" and " Set Resolved" do.

1. The Basics

Everyone has to start somewhere and just as well, we will start off in the very basics of logging into the helpdesk and
what you will first see after you login.

a. Logging in

Thefirst thing to do after InBoxHQ has been set up isto log into the Support-GUI. Use your browser to navigate to
where you installed the Support-GUI. The default location would be: http://<yourdomain>.InBoxHQ.com. Enter your
username and password as supplied to you by your administrator.

= 1NboxHQ

fHAIL LIFECYOLE MAMAGEHENT

Login: |
Password:
Lost vour passvord?

Y ou may notice that there is an area on the login screen to get your password should you forget it. The first step isto
enter your email address that is set to your account. The system will then email you a verification code. Y ou then enter
this code in step 2 and your password will be sent to you viaemail. It isimportant to enter the proper email addresses
assigned to you so that you can receive the "E-mail reset verification code”.

Lost your password?

E-mail Address:|

|  send Confirmation Code |

E-mail reset verification code. (step 2)

Code sent in e-mail: | | Submit

Return to Login Form
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b. Overview of the GUI

- inboxHQ S

hame | search results knowledgebase | configuration addrass back

E : Sysbern Stabus Highest Prarity Tickets fsstqned booadminist rabar
£ TLi= 01 18 2005 1.2:20AM all & Subject Wrnbe |ast CueLe Btatus Piriority Dinge
q; - Changs SlsheT - Vn-ﬂm‘mﬁuuz?- \Pu-&wzl}wnzr‘?- \'n-PErlumw:li:rl’?- \*I_Em_

Infermatien (1

=

- Ot e e 000
2 sales (7 Mewesst Lnassigned Tickets in All ueses aotions
& Suppoctil] all # ‘Wrote Last ueus Status Prigrit Age D
A - Changga SlaleT - vu-mmaua?- * B - Crenge Cremert - vu-ﬂarrn:tmadlm'-'- v
e 4 {Shorong -0 1)
amaibing -reply (1]
LU e - ey 0
hounced :
sl e 2 T
:'I": Ps o Isin Queue: - @y quUEUE - ¥ Status Makches: o il solus - (¥
Last 7 Drays {Hew Tickeks) Refiester Contains: | Subject Contains: || |
Tua (0 1) 0 Content Contains: T | LA L - &y DWnEr - ~.-|
W 0CE 172 1] e —
Saifh 00t 6] n Campany Matches: - ary COMEE -
E'T[E:?g::;] g Advanced Search Mode =
i 10, 0
Weed (Oct 12 ]

W ho's Dndine: {1 user)

e of Tickels Shoresd 10 Administrator [administrator) on the main sereen (ip: 66.563.145.130 idle: O secs)

Aok o Corresponience Slored 16
P amee o fidgsees Slonad B

i o Hr-:n-.-dad!ahaxa Aricks 0

Donvl Audo Redrach a8

Thisimage will probably be similar to how you will first see the Support GUI (Note: There may or may not be any
datain the system yet depending on how long your helpdesk has been live). You will notice that the GUI islaid out in
afew different areas.

Quick Jump Tabs and Advanced Options

Thetop the GUI iswhere you will find your quick jump tabs. These tabs include: Home, Search Results, the
Knowledgebase, Address Book, and My Inboxhq (Dashboard). (Note: Linkswill vary depending on what your
administrators have set up). The Advanced Optionsinclude: Ability to Quick Assign tickets, Ability to jumpto a
specific queue, Ahility to create a new ticket in a specific queue, and also the Ability to go to a specific ticket itself.
Later sections will cover what exactly each of these itemswill do.

=inboxHQ ——

FHAIL LIFEGYCLE MANASEMENT

Confiqure my quick assign settings [ New Ticketin || Biting v

Biling v | [Ga! Goto ticket |

Quick Queue:
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System Overview

The left hand column is an overview of what is going on in the system. Here you can see the System Status, Queue
Load %, Status Breakdown, the Last 7 days and amount of tickets per day, and general statistics of the system.

System Status
Wysd Ocd 13 2005 0551 P
Qucue Load %o
Billing ()
Information 1)
Otherid
Salesi1)
Support (2]
Status Breckdown

UI_I_I_I

new
awaiting-renly
customer-reply
bounced

resolved

dead
Last 7 Days (Mewr Tickeks)

Wed roct 190

Tue (Ot 187

Mo (0t 172

Sumn (2ct 16

SatOct 15)

Fri [Jct 14)

Thu 1Cet 130

slatiskics

Murmker of Tickets Stored

Aot of Correspondance Shored
Mumber of Acdressas Stored
Mumbazr of Knowlzdgebase Aticles

Auto Refresh GUI Every
Den Auto Ratresh

S R o s e Y

—_—
oo oo 0RO

—
L R T (1 ]

Main View

You'll notice that the right section of the helpdesk is the most prominent. Thisis the main view of any ticketsin the
system (dependent on the view you have set, more on that |ater) and any tickets assigned to you.
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Highest Priority Tickets Assigned to agentl options

all # Subject
- Change Status? - W

Wrote Last

- Change Queuey - W

Queue Status Priority

- Change Owner? - W - Perfarm action’? -

Comrmit

[=howing 0-0 of 0

Mewest Unassigned Tickets in All Queues opkions
all # Wrote Last Queue Status Priority Age Due
] Test

0ooa12 johniEtestcompany .com Support My Lnazsigned 15h  owverdus

My Bike

00000s paulaiEyahoo.com Support new Unassigned 2d overdue
[ Interested in re-selling your Bikes

D0OO06  josi@dgmail.com Sales new Lnaz=igned 2d overdus
[ Requesting Information on the Product

oooany  joeyidacl.com Information new Unassigned 2d overdue

- Change Statusy - W - Change Gueue? - % - Perform action™ -

- Change Cwwner? -

[=howeing 1-4 of 4)

Access to search tickets and view the other technicians online are located just below this main view.

Quick Ticket Search

Is in Queue: Information Status Matches: - any active - V|
Requester Contains: | | Subject Contains: [1_] |

Content Contains: [1_| | Owner Matches: - ary DWner- v
Company Matches: - any COmpany -

Advanced Search Mode ==

[ Search Now ]

The Who's Online section shows all current users and their ip addresses that are logged into the system.

Who's Online: (1 user)

techl iz on the main screen (ip: 192.15638. 1,102 idle; 1s)
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2. Getting Started
a. The Quick Jump Tabs

The quick jump tabs allow you to go to 6 different sections of the dashboard. Thelist is as follows. Home, Search
Results, Knowledgebase, Configuration, Address Book, and My InboxHQ (Dashboard). It also allow you to view your
Advanced Options and Save Page Layout. For a more detailed explanation of what the dashboard and its components
do, please see below.

'I n b 0 X H Q logged in ez agentd | logout )
[ Last Viewed My Bike ]

Home

As self explanatory asit gets, the Home link sends you to the front page of the hel pdesk!

Search Results

The Search Results link only appears after you have done a search in the system. It will relist your last search results
that you looked for. If no searches have been made (Like the first time you log in for the day), this link will not appear.

Knowledgebase

The Knowledgebase link (if applicable, your company may not be using the knowledgebase) takes you to, you guessed
it, the Knowledgebase. Here you can view articles that your company has entered for referencing.

Configuration

The Configuration link sends you to the configuration page for InBoxHQ Helpdesk. Y ou may or may not have access to
this link depending on your group levels set by your Superuser/Administrators.

Address Book

The Address Book link sends you to a page with all the company and contact listings with whom you have
communicated.

My InboxHQ

The Reports link will take you to the listing of reports that are available to be run on the system. Y ou may or may not
have access to these reports depending on your group access.
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b. Advanced Options

L ocated underneath the Quick Jump links are the Advanced Options.

Configure my guick assign settings | New Ticketin | Biting v
Quick Queue; Bing b
Quick Queue

The Quick Queue jump allows you to quickly go and view tickets in a specific queue. Only queues that your group has
access to will show up in this dropdown

New Ticket In

The New Ticket In button allows you to select a specific queue in which you would like to start a new ticket. After
hitting the "Go!" button, you will be taken to a new ticket page.

GoTo Ticket

The Goto Ticket jump allows you to specify aticket number you want to view. Both masked and non-masked ticket
numbers (e.g. 1540, or #EFX-55467-153) apply in this area.

Configure My Quick Assign Link

The quick assign/watcher link allows you to have certain queues automatically assign tickets to you or give you the
ability to receive e-mails anytime something happens within a queue. For quick assignment, select the queues you want
to have automatically assigned to you and then hit submit. Y ou can also choose how many tickets you want to be
assigned to you at once. Watchers receive an e-mail copy of all new tickets and correspondence for the queues you
select.
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Quick Assign & YWatcher Settings

The quick assign colurnn below determines which guewes will be used by the quick assign feature in the
header above, Choose the gueuess you would like to have tickets assigned to you from. For example:

assign from the gueues 'Support’ and 'Sales’, but don't assign from the gueues ‘Faiiure Notices' or
'Virus FSPAM

As a watcher you will receive an e-mail copy of all new tickets and correspondence for the gueues you
select below, & watcher can read and reply to tickets through any e-mail client, or simply wuse the e-mail
messages as a notification to log inkto the GLUI,

Your watcher e-mails will be sent to: <agentl@testcompany.inboxhg.comz.

Queue __|Quick Assign'Watcher

Billing d o
Information A A
Other "] "]
Sales A A
Support ] o
Quick Assign: Don't assign me more than ticket(s) at once,

c. System Overview

The System Overview islocated on the left hand column of your screen. This area has a blue header (set on default
colors)
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Sysbem Status
Wed Ol 19 2005 0655 P
Qucuc Load %o
Billing (0]
Information 1)
Other(0)
Sales(1]
SuUpport (2]
Status Breckdown

UI_IMI_I

new
awaiting-renly
customer-reply
bounced

resolved
dead
Last 7 Days {New Tidceks)

Wed 1Jct 197

Tuse (2Ot 187

Man Ot 17

Sum (2ot 167

Sat (0ot 15

Fri [l 147

Tha 10t 1370

slatiskics

Murmber of Tickets Stored
Aemourt of Correspondancs Shored L=
Mumber of Acdressas Stared 13
Mumbzr of Krovw lsdgebase &dticles 0

Auto Refresh GUI Every
DonY Ao Refrash

LS I R e o Y e O -

—
Lo BN o s N s I Y Y |

[in]

System Status
The System Status shows the Date and Time of your local InBoxHQ Helpdesk system.
Queue Load Percentage

The Queue Load %(Percentage) section shows all queues in the system and the number of tickets in each queue. The bar
next to each queue represents the percentage load to the system.

Status Breakdown

The Status Breakdown shows the number of new tickets, tickets awaiting reply, tickets the customer has replied to,
tickets bounced, resolved and dead.

Last 7 Days (New Tickets)

The Last 7 Days section shows the amount of tickets that entered into the system day by day for the previous seven days
(note: The current day isincluded in those seven days). These numbers may change depending on how many tickets you
mark as dead/spam to ensure accuracy of the amount of tickets received.

http://www.inboxhq.com/support/usermanual gettingstarted.html (4 of 7)12/9/2005 8:41:31 AM



Getting Y our Feet Wet

Statistics
The Statistics view shows four different lines.
1) Number of Tickets Stored

The total amount of tickets stored in your system. Again this number may change as tickets are marked dead/spam and
purged.

2) Amount of Correspondence Stored

The total amount of threads stored in the system. This can include replies, forwards, and comments.
3) Number of Addresses Stored

The total amount of requestor addresses stored in the system.

4) Number of Knowledgebase Articles

The total amount of articles available for use in the knowledgebase system. (Y our system may not use a knowledgebase,
so thisfield may be empty)

Auto Refresh GUI

This functions as the same under Preferences in your dashboard. Y ou can use this to set how many minutes you want
the system to automatically refresh the main page.

d. Main Ticket View

The main ticket views fills the majority of the page. Here you will find areas such as Highest Priority Tickets Assigned
and Newest Unassigned Tickets. (These are the default views when the system first goeslive. Y our views may differ as
your company creates new views to better customize your hel pdesk!)
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Highest Priority Tickets Assigned to agentl options
all # Subject Wrote Last

- Change Status? - % - Change Queue? - %

Priority
- Perform action’ - w

Queue Status
- Change Owwnet? - %

Commmit

(=hovwving 0-0 of 0

Mewest Unassigned Tickets in All Queues options
all # Wrote Last Queue Status Priority Age Due
] Test

000012 johniEtestcompany . com Support My Unasszigned 1Th  overdus

0o0a0s  paulaiEyahoo.com Support new Unasszigned 24 overdue
[ Interested in re-selling your Bikes

OODO0GE  jos@gmail.com Sales new Unszsigned 2d overdue
[] Requesting Information on the Product

000001 joeyiE@acl .com Information new Unazzigned 2d overdue

- Change Status? - % - Change Queue? - % - Change Owwnet? - % - Perform action? - b

(=hovwving 1-4 of 4

Highest Priority Tickets Assigned (Default view)

In the default view, this areawill show you all tickets assigned to you by order of priority. Asyou accumulate tickets,
you can set the filter below to display as few/many tickets as you would like. Tickets contain checkboxes next to the
Ticket ID which alows you to Change Status, Change Queue, Change Owner, and Perform Action on as many tickets
asyou would like at atime.

Newest Unassigned Tickets (Default view)

In this default view, this areawill show al new tickets that are currently unassigned. This area may be set either by
newest ticket first or oldest ticket, depending on how your company wishes to choose to set up their views. Like the
Highest Priority Tickets Assigned view, you have the option to filter how many tickets to display and have the same
four options to change the ticketsin this view.

Quick Ticket Search

The Quick Ticket Search area alows you to do a multitude of searches. In this section you can search for ticketsin a
queue, by the status, by the sender, by the subject, by the content, by the ticket owner, and finally by company.
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Quick Ticket Search

Is in Queue: | Information V| Status Matches: -any active- ¥

Requester Contains: | | Subject Contains: ] |

Content Contains: [1_| | Owner Matches:

- any owner- W

Company Matches: - Ay COMmpany - %
Advanced Search Mode ==

Search Mow

Who's Online

The Whao's Online section will show all the users that are logged into the system. It displays the username, their IP
address, their idle time, and aso contains a link to send them a private message (PM).

Who's Online: (1 user)

techl iz on the main screen (ip: 192,168, 1,102 idle; 15
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3. Ticket views

We will start taking a more in depth look at how tickets look and what functions you, the technician, can do in this
area

a. The Main Ticket View

The normal view of a support ticket consists of afew different sections. We will show what each section contains and
what you as atechnician can do in each view.

= 1nboxHQ T

FHAIR LIFFCYOLE HAMASTHEERT

hame search resylts kmawle 58 advanced cptions off
Configure my quick assign settings [ Mew Ticketin | Biting vi
Quick Queus: B “1_ | Goto ticket |. ]

Ticket #12: Test

np 10 Isdest messape | customize page layoul

Display Thread Properties Anti-Spam Batch Log

Ticket Conversation
togile sctivby thisards | toggke time tracking threads

Wed Oct 19 2005 02:428M by johni@testocompany.com (email)

Reply Quote & Reply Quote & Forward Comment More Options...
Subjecc: Teac
From: johnftestcompany.com
Co: janedoe@testcompany.com
Reply-To: johnRtestcompany.com
Dace: Tus, 18 Occ 2005 18:42:01 -0700

The Header

The header on top of the page stays the same as the home page of the helpdesk so you can easily navigate out of a
ticket.
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mboxHQ

EHAIL LIFECYCLE MANAZEMEMT h‘ﬂ!ﬂw“‘f-‘iﬂnﬂ[%]
sdvanced options o
Configure my quick assign settings [ New Ticketin || Biling v
Quick Queue: Big v
Tabs

There are six tabs available to you. They include: Display Thread, Properties/Ticket Fields, Manage Requesters/Fields,
Anti-Spam, Batch, and Log.

Ticket#12: Test

U 1o Stest messags | CLEtOmIZE pads lay ot

Display Throaad Froperties Anti-Spam Eatch Log
Display Thread

Thistab isthe main view of any ticket. It showsthe, Ticket Properties at a Glance, Ticket Vital Signs, Customer
Support History, Company/Service Level Agreement Details, Ticket Audit Log (Last 5 Actions), and the Ticket
Thread.

Ticket Propertiesat a Glance

This section of the display thread allows you to quickly view and/or change atickets owner/status without needing to
scroll through the entire thread itself. Y ou can see/change the Ticket ID, its Status, the Ticket Owner, the time worked,
the Ticket Priority, and the Queue which the ticket isin. Here you also have the Spam Probability Rating and Training
button.

Ticket Properties at a Glance E

ID Status Oowner Worked Priority Queue
12 | new w | Mobody | Os Inassigned % | Support w
Spam probability (why?) Training: | Ticket is Mot Spam v|

[ Update Ticket ]

Ticket Vital Signs

The ticket vital signs section shows the date/time which the ticket was created, the due date/time of the ticket, the
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number of requesters (e-mail addresses) in the ticket, and the Ticket Users. Pay close attention to the Ticket Users
portion, asit displaysif another technician is already reading or perhaps replying to that ticket.

I

Ticket ¥ital Signs

Created: Wed Oct 19 2005 02:424M
Due: Wiad Oct 19 2005 02:42PM
U=e calendar or enter 1Dﬂ El,-"|:|5 E

gAYy

2 %[ 45 | pm *-*|Set
# of ,
FRequesters: 1 (et

Ticket Agents: |agentl (browsing)

Customer Support History

The customer support history will show the ticket number, subject, queue and date of any tickets associated with the
specific customer of the ticket you are currently working.

3

Customer Support History
0D00LZ Test (new) Support Wied Ol 19 2005 02:42AM

Ticket Audit Log

The ticket audit log shows the last 5 actions that were performed on the ticket. It shows the date, time, and the action
that was performed.

I

Ticket Audit Log (Latest 5 Actions)
Wed Oct 19 2005 02:42AM: | Tickst created,

Company/Contacts

If you have companies already set up in your Contacts page, the requesters address may aready be assigned to a
company. If the addressis not assigned, you can view or search through the contacts, or create a new contact for that

g

C
| :

D
>

Company ; Contack
This address isn't assigned to a contact or company.

Vg w r rl
create 2 new contack for john@testcompany.com
Ticket Thread

http://www.inboxhq.com/support/usermanualticketviews.html (3 of 11)12/9/2005 8:41:33 AM



Diving in (Ticket views)

Theticket thread itself shows the entire dialogue sent in by the requester and any comments, replies, or forwards done
to theinitial ticket. As atechnician you have a multitude of options ranging from Reply to Print Thread. A morein
depth look into these options will be later on in the manual.

Ticket Conversation

Wed Oct 19 2005 02:428M by johni@testcompany.com [em.ail)

Reply ||| Quote & Reply | | Quote & Forward | Comment | | More Options...
Fubject: Test
From: johnftestcompany.com
Ce: janedosftestcompany.com
Reply=-To: johnBtesccompany.com
Dace: Tue, 18 Oct 2005 18:42:01 -07F00

Properties/Ticket Fields
The properties and ticket fields tab allows you to change the Subject, Status, Owner, Queue, and Priority of that ticket.

In the manage requesters and fields, you can change and add requesters to the ticket. Y ou may also suppress certain
requesters so that any replies will not be sent to a particular requester.

In the Merge ticket fields, you can combine the correspondence, comments and requesters of multiple ticketsinto a
singleticket id. This can be used in avariety of ways, including consolidating multiple related tickets from asingle
user or company. When merged, this newest ticket will disappear and all future correspondence will be handled
through the oldest ticket.
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Ticket #12 Properties
Ticket Subject

:TEBI
Ticket Status Ticket Owner Ticket Queue Priority
| new w Mobody i | Support v | Unassigned v |

|  Update Ticket |

Manage Ticket Requesters

Ticket Requesters automatically receive a copy of all correspondence regarding this ticket.
Suppressed requesters do not receive ticket updates.

[ Delete |Requester Address
PRIMARY johnd@testeompany . com []

Add Requester:
(format a5 an e-mall address, &0 customerEBCOmoany Com)

Merge ticket

Merging tickets combines the correspondence, comments and requesters of multiple tickets into a single ticket id. This can be
used in 3 varety of ways, including consalidating multiple related tickets fram a single user ar company. When merged, this
newast ticket will disappear and all future correspondence will be handled through the oldest ticket,

Merge Ticket # 12 with Ticket # |

Anti-Spam

The anti-spam tab shows the spam probability, the training of that ticket as spam/not spam, and the words that factored
into the probability rating.

40.00% Spam probability Training: Ticket Mot Trained

Ha nked “Interesting” Words That Factored Inte This thahility Rating

mm:m

test 0.4000 00000

Inl:un:-:HQ implamants Bayesian filtering to give a probability rating on whether or not a given ticket is spam. A group of

“interasting” words are sampled based on their deviation from uninteresting words found in your e-mail, by being either
extremely innocent (e.g., your company name) or extremely spammy (2.9., viagra). These words are then ranked by
InboxHQ's interest in them, 0 (lowest) to .4999 (highest), and an overall pmhahllltr is genarated. Initially the tokens chosan
may seem somewhat random -- this is perfectly normal for increasing the experience base of the filter,

An important part of combating spam with Bayesian filkering is training the filter with both good and spammy e-mail. In the
ticket display screen you have the option of training the filter to recognize more tokens of each type of e-mail. The filker is
adaptive -- if spammers change their tactics through wording, intentional mispelling, changing URLs, etc. the filter training will
help combat it

After vou've trained vour filker for 3 while, you can use 3 high spam probability (0,90 = 90%) in 3 new ticket mail rule for
various behavior, such as: sorting ikely spam into a 'quarantine’ queue for later review, automatically deleting spam, etc.

For more information on Bayesian spam filtering, read through Paul Graham's excellent articles on the subjact.
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Batch

The batch tab shows any tickets that you have added to your batch queue. In thistab you can do a batch comment or a
batch reply to al the tickets in your batch queue.

Log

Thelog tab isjust an expansion of the Ticket Audit Log. Instead of the last 5 you see on the Display Thread tab, you
see all actions taken on the ticket.

b. Ticket Functions

By now you've seen many different places in which you can change the status of aticket without ever reviewing the
ticket itself. Now it's time to focus on all the functions you can do while viewing the actual ticket thread.

Reply

The reply button will bring you to a new blank e-mail screen for you to type in your message. Y ou can see the From
address which the requester will see who the e-mail is from, the requester's e-mail address that you are replying to, a
section in which you can CC (Carbon Copy) the reply to, yet another status section in which you can manipulate the
ticket upon working on it, an update type (typically you won't use this unless you change your mind on just replying),
and a box in which in you can enter how much time you worked on this ticket.

Another Ticket Users line appears, remember to note if someone else is already replying or browsing that same ticket
to avoid multiple replies.

Above the text box in which you will be typing the body of your message, there are afew buttons to note: Quote,
Insert Signature, Use E-mail Template, Spellcheck, Take Ticket, and Set Resolved.
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Update Ticket #12: Test

Ticket Recipients

From Address: -supp ort@testcompany. inboxho.com
Ticket Requesters: john@testcompany .com

| (comm detmaad)

Ce: -
(] Add Cc:'d E-mail Addresses to Ticket Requesters.

Watchers: nons

Status: | awailing-rophy “"’| Dwner: Nobody ¥ | Queue: Suppor % priprity: Unassigned

Update Type: Reply to Requesters Time Wnrlulll:| | (minutes)
Ticket Agents: agentl (REPLYIMG)

| Quote | Insert Signatura ]I Use E-mail Ternplate J | Spellicheck J | Take Ticket J I Set Awaiting-Reply ]

| Set Resolved

-

Send an Attachment: [po Anachments

| add/Remove Attachments |

[T R T M W R Ticket #12 Details w )| update Ticket |

Quote

The quote button automatically inserts the [quote] and [/quote] tags so you can quote text from one of the repliesin the
review panel. Use thisin case you changed your mind from just replying to wanting to reply and quote.

[Qunte ] [_ Insert Signature ] [ II:
[ Set Resolved

|[|:1un:|1:e] Thizs is a test[/quorte]
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Insert Signature

Depending on your preferences from the dashboard, clicking this button will automatically insert your signature at the
top or the bottom of your message body.

Quote | Treert Signaters | s E-mad Template

Technician 1
Your Company
Your Contact Imfo

Use Template

If you have aresponse already set up for the ticket you are replying to, click this button to bring up the list of available
E-mail Templates your company has set up. Y ou may insert atemplate at anytime in your message and it will insert
itself to the bottom of your message.

E-mail Templates

The template vou select will be automatically appended to the end of the e-mail you are
currently sending.

{E} Standard Email Response Thiz iz an example of standard email response.

Use Template: O Replacing Exizting Email ® &ppend to Email O Prepend to Email
[ Use Selected Termplate ]

Template Actions:
[ Mew Template ][ Edit Termplate ][ Carn:el]

Spellcheck

We al know that spelling errors are abound while typing. Use this button to spellcheck your message and ensure you
have all the correct spellings!
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Keplying 1o o lrcked”

TakeTicket

If you want to automatically assign thisticket to you after working on it, click the Take Ticket button and it will set
the Owner to your username.

Set Awaiting-Reply
The set awaiting reply button automatically sets the status of the message to "Awaiting-Reply."

Set Resolved

The set resolved button automatically sets the status of the message to "Resolved." Upon submitting the final changes
to the ticket, the ticket will already be resolved.

Send an Attachement

L ocated below the text box you may also attach or remove any attachments to the ticket you are replying to. Clicking
the Add/Remove attachment button brings up a browse window for your computer's hard disk.

SBend an Attachment: g Atachments

| Add/Rernove Attachments |

[ CPTRTT M e W Ticket #12 Details v || Update Ticket |

Finally, you will see a Next Step, Go To: drop down item. From here you can tell the system to take you back to the
same ticket thread you just replied to, the ticket listing of the current Queue you arein, the last search you performed,
the Batched Tickets page, or back to the home page.
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If for any reason you need to refer back to the thread details, the ticket thread review is located at the very bottom of
the page.

Sarsd s Atimchmsnt: S Aijaptasenis

Quote and Reply

The quote and reply button functions the same as the reply button, however the message you are replying to gets
automatically quoted and inserted into the message body area.

Quote and Forward

Quoting and forwarding is similar to quote and replying, however it is used to send the thread response to a 3rd party
not listed in the requester fields. Y ou have the same abilitiesin reply/quote and reply, and no response is sent to the
original requester.

Comment

Comments are used for adding information to the thread without actually replying back to the original ticket requester.
Y ou have the same abilities as reply and quote and reply, however the message gets added to the thread and no
response is sent to the requester.

More Options

Selecting more options will display the remainder of the ticket options you may select from to include:

Forward

Forwarding a message will send off a copy of the message to another address with no chance to edit the message itself.
Bounce

The bounce feature allows you to send an e-mail directly to another addressiif it is mistakingly sent to you. It will act
asif the original e-mail was "bounced" to the destination address to be taken care of.

Strip HTML
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In the case that someone sends you an HTML message, you can have the system strip the message of all HTML and
save theticket initsraw form. After hitting Strip HTML, you can preview the change and either Accept or Reject the
changes. Note that the system will automatically attempt to strip HTML code from inbound e-mail as it comesin.

Print Message

If you would like to print the ticket thread out for hardcopy purposes, clicking the Print Thread button will bring up a
new window and display the printer friendly version of the thread. Y ou may then Print or Close the window.

Add Time Worked

If you are tracking the time aticket has been worked, you may add the entry by selecting add time worked.

-

Ticket Conversation

Locigle Sclivity thiesds | fodale time tracking thresds

Create Mew Time Tracking Entry

WorkDate: — 10/19/05 | cwniddiiy, show calendar) |5 ¥ 1| 35 % | pm ¥

Date Bilbel: T

Waork Agent: agent] o

Hours:

(for example: 1.5) Worked: Chiar gealile: Billalve: Payralsle:
Waork Summany:

[ Upsclade ] [ Cancel ]
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4. The InBoxHQ The Dashboard

The dashboard contains many useful tabs for you to optimize the time you spend within the helpdesk. From the
preferences to private messages, the dashboard is where you can make many of these adjustments.

a. My InBoxHQ

Within My InBoxHQ you will notice afew things. The first being the calendar with the current month and year, and
the current day in bold. The calendar provides you away to see your ticket worked on history. Just click aday and it
will automatically change the screen to show you your history for that day. To the right of the calendar you can view
"My Performance.” The My Performance area covers your assigned active tickets, your last resolved ticket, and a 7 day
activity snapshot. You can list al your active assigned tickets and also go back to your last resolved ticket through the
links provided. On the bottom of this page you will see the Tickets Worked History. This shows all tickets that you

have performed an action on for the selected day.

M‘f INboXHQ custom settings for agentl

WFHTTYTN  preferences Layout MNotification  Quick Assign/Watcher  Projects/Tasks  Private Messages

My Performance
Assigned Active Tickets: O (List My Active Ticketz") 8% (0 of 4 active tickets)

7 Day Activity Snapshot:
( i 2 Mo dats available.

= fOctober 2005
Wed Thu

=

1
:
§
[ 1=
Bl - - [

=4

= e
ko s e
=

k3 (|

EREE

2
)

|18
&
30

Tickets Worked History for Thursday, Detober 20 2005

Mo licked history Tor this date

b. Preferences

The preferences tab allows you to set some settings for your GUI and ticket viewing. The first section of the
preferences tab is User Preferences. Here you can set how many minutes you would like the GUI to auto refresh itself,
whether or not you would like to view tickets with the oldest/newest message first, and what language you would like

the GUI to be set in.
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M}r InboxHQ custom settings for agentl

pashboard WIITTITEH  Layout Notification  Quick Assign/Watcher  Projects/Tasks  Private Messages

Timezone:

. (GMTIWETAITE: Lorcon, Dubikng, Lishon, Cazablanca, Bdinburgh
Lising GMT 0. The time s now 01428

Don't Auto Befresh v

Auto Refresh GUI Every:
View ticket threads with:
Language:

Keyhoard Shortcuts:

(%) Oldest Message First () Newest Message First
English »

[] Enabled

The second section allows you to change your password. Y ou need to enter your current password, your new desired
password, and another line to verify your new password.

Current Password |
Hew Password [

Verify Password |

The third section is where you set your signature for your replies/forwards etc. Y ou have your text body space and then

you can set whether or not you would like to place the signature before or after quoted text, and whether or not you
want the signature to be automatically placed.

Aute Message SignImure

Technician 1
Your Company
Your Contact Info

Aute Signature Placemenk: & sgerQuried Ted © Bebom Cooted Tent Aube Insert Signature: ™

c. Layout

The layout tab allows you to customize the home page of your InboxHQ by enabling and disabling modul es.
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Custom Layout for agent1 (agent1)

Page: Ticket Display

Enabled Modules Disabled Modules

Ticket Properties at a Glance / Ticket Vital Signs
Customer Support History

Ticket Audit Log
Company / Contact
Ticket Comversation = Wiorve Down

‘| RessttoDefauts |

d. Notifications

The notifications tab allows you to configure an e-mail that will automatically be sent to you upon certain events such
as assignment, or requester reply. You have different tokens that can be placed in the e-mail that gets sent to you
ranging from the ticket 1D to the requesters e-mail address itself.

ry Motification Settings

Here you can Set up notifications that will send you a configurable e-mail notice when cartam events occur, suth as a new titket being assigned to you.

fou can use the following tokens in all notification templates:
#eticket_id## - Ticket |0 or Mask

#aticket_subject# # - Ticket Subject

aaticket_statusa® - Ticket Status (new, resolved, ete.)
#&ticket_owner## - Tickot Owner Agent Nama

aaticket_email## - The Email Body of the Gnginal Ticket Message
#EQUeUE_names s - Ticket Quaue Name (Support, etc.)
##requister_address#& - The Emal Addrgss that Opaned the Ticket.

Quaues: m Send to; [comma-delimited email addressos)

([t s wous woant

b0 b notiiod of new [ Billing |

Bkt in)
[ information |
[ oOther |
[0 sales |
[ support |

E-mail Tﬂi‘nplh‘lﬂ: [ —————— I
NEW TICKET NOTIFICATION

Ticker ID: WWcicket idwy
Ticker Zubject: Afticker _subjecc#
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Enabled: 0O
Send to: |

[Comima-didmatied armad nokdre3503)
E=-mail Template:

HEW ASSTGHMENT WOTIFICATION
.-
Tickee Il SAtickset idwe

Ticker Subject: FHtickec_subjesccid

Ewent: Client Reply on Assigned Ticket

Enabled: |

Send to: [ (comma-delmited emad addresses)

HEW CLIENT REPLY

Ticker ID: #@fcicker idd#
Ticket Subject: #fticket subjeccid

e. Quick Assign / Watcher

The quick assign/watcher tab allows you to have certain queues automatically assign tickets to you or give you the
ability to recelve e-mails anytime something happens within a queue. For quick assignment, select the queues you want
to have automatically assigned to you and then hit submit. Y ou can also choose how many tickets you want to be

assigned to you at once. Watchers receive an e-mail copy of all new tickets and correspondence for the queues you
select.
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Quick Assign & Watcher Settings

The quick assign column below determines which gueues will be used by the guick assign feature in the
header above, Choose the gueues you would like to have tickets assigned to you from. For example:

assign from the queues 'Support’ and 'Safes’, but don't assign from the queues ‘Faifure Notices' aor
'Virus /SPAM'

&s a watcher you will receive an e-mail copy of all new tickets and correspondence for the gueues you
select below. A& watcher can read and reply to tickets through any e-mail client, ar simply use the e-mail
messages as a notification to log into the GUI,

Your watcher e-mails will be sent to: <agentl@testcompany.inboxhg.com:=.

Queue __|Quick Assign/Watcher

Billing ] ]
Information ] ]
Other [] [l
Sales "] "]
Support ] []
Quick Assign: Don't assign me more than ticket(s) at once,

Submit

f. Projects / Tasks

The Projects/Tasks tab will show all the projects that have been created in your helpdesk. If you do not have the hide
completed tasks filter enabled, you will be ableto see all current and finished projects in this tab. Depending on the
access level that your company has given your group, you may or may not be able to create a new project or task.

Projects

Project Namea Total Tasks Incomplete Complete Project Manager

g il - | Filter |

Create Mew Project

Project Name:

_ (For example: “To Do List” or "Bug Reports”)
Manager: | agent] (agentl) A
Resources:  Project Members Available Agents

Administrator {administrator)
EI agentl (agentl)

John Doe (john)
B Super User (supemser)

InbooHO Administrator (<SF) (xsp_dcouncil)

| submit |

http://www.inboxhg.com/support/usermanual dashboard.html (5 of 6)12/9/2005 8:41:35 AM



Driving Cerberus - (AKA The Dashboard)

g. Private Messages

In abusy office environment its hard to communicate with coworkers (whether you are on the phone or your coworker
is busy). With Private Messages, you can send and receive messages directly in InBoxHQ Helpdesk. When a new

message arrives, it will bring up a pop up on your screen that says you have a new message and it will display who sent
the message.

Private Messages in "Inbox”
Mo pnvate messages.

Change Folder: Inbox

To Agent:  sdministrator (administrator) v
Subject:

Message:
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5. Anti-Spam

By now you've seen afew instances of the anti-spam features that are provided in InBoxHQ Helpdesk. InBoxHQ
incorporates what is known as Bayesian Filtering. Rather than just blocking certain keywords and e-mail addresses
themselves, Bayesian Filtering gives a probability rating to show whether or not an e-mail is considered spam. By
"training" the system with keywords that are more innocent (e.g. your company name) or more spammy (e.g. viagra),
the system learns what is good and bad for your system. So whether your company is the leading publisher of
children's books, or amajor distributor of Viagra, it is up to you to train the system. So even though one word may be
considered spam to you, to another company it may not. After you have trained the system sufficiently, you can then
set amail rule to move or delete spam above a certain probability rating, with little fear that an actual e-mail will get
moved accidentally.

boQa spombieosres
40.00% Spam probability Training: Ticket Mot Trained

Ranked “Interesting”™ Words That Factored Into This P'ru bability Rating

mmm

test 0.4000 0.0000

InboxHQ |mplemant5 Bayesian filtering to give a probability rating on whether or not a given ticket is spam. A group of

“interesting” words are sampled based on their deviation from uninteresting words found in your e-mail, by being either
extramaly innocent (2.9., Your company name) or extremely spammy (2.0., ¥viagra). These words are then ranked by
InboxHQ's interest in them, 0 (lowest) to 4999 (highast), and an overall nruhabil'rtv is generated. Initially the tokens chosen
may seem somewhat random == this is perfecty normal for increasing the expenence base of the filter.

An important part of combating spam with Bayesian filtering is training the filter with both good and spammy e-mail. In the
ticket display screen you have the option of training the filter to recognize more tokens of each type of e-mail. The filter is

adaptive -- if spammers change their tactics through wording, intentional mispelling, changing URLs, etc. the filter training will
help combat it.

After you've trained your filter far a while, you can use a high spam probability (0.90 = 90%) in 3 new ticket mail rule for
various bahavior, such as: sorting likely spam into a 'guarantine’ queus for latar review, automatically deleting spam, ek,

For more information on Bayesian spam filkering, pead through Paul Graham's excellent articles on the subject.
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6. Knowledgebase Articles

Knowledgebase Articles can be your best asset in determining a solution to a problem. With InBoxHQ Helpdesk's
new Fetch and Retrieve™ Technology, the more the system learns that a knowledgebase article has provided good
responses, the more accurate the system becomes.

a. Searching and Listing Articles

The Knowledgebase allows you to search through every article in every category, or you may specify which category
you search in. You may also browse a category underneath the search boxes.

Knowledgebase

Cerberus Fetch & Retrieve™ Knowledgebase Search

Try a Keyword Search:

_|:|r_
Ask a Question:

(Thelyde a5 much information 85 possibie nsing youy hatural
Witing styie)

_Gr_

Go to Article ID:

Browse Knowledgebase by Category:

Categories:
Top : Support

Mo sub-categories,

Mo knowledgebase articles In this category.

[ Create a Mew kKnowledgebase Article in '"Support’ ]
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b. Creating a New Article

When creating a new knowledgebase category, you will be taken to a new page that will have severa fields. The first
field, Summary, should be a short description of the problem like "What kinds of payments do you accept?’. The next
field, Category, iswhere the article will be located. Y our administrators probably have set up afew different
categories in which you can place this article. The keywords field should contain relevant keywords to the article,
make sure you don't enter common words such as, the, and, or. Y ou may also select whether to make this article
Public (available for viewing in the Support Center) or Private (only available in the hel pdesk).

The text box containing the 'Description of Problem' will be where you put in a more comprehensive description, as
opposed to what you put in on the summary box. Rather than just saying "What type of payments do you accept?" it
would now read something like, "Do you accept Visa, American Express, Mastercard, etc etc".

The 'Explanation of Solution' box iswhere you will type in the resolution to the problem.

Knowledgebase

Summary:
Entry Date: Thu Oct 20 2005
Entry Agent: agentl

Category: Support *
Keywords: (space-delimited)
Article Type: O Public & Private

Description of
Problem:

Tesxt format: (& Plaintext O HTML
Flaintext will sutomatically Fyperlink URLs and préseryve wordwrapping.
HTML 'wall be passed to the browser direcily withoul addtional formeting,

Explanation of
Solution:

Text format; & Plaintext O HTML

Plaintest will sutomatically hyperink URLs and presenye wondaranping,
HTMIL 'wil be pazzed fo the browser directly without sddtional formadting.

Reset Fetch &
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Reset Fetch &
Retrieve & Ho O Yas
Training:

|

c. Commenting on Knowledgebase Articles

Usually as a technician on the helpdesk, you won't need to add comments to a knowledgebase article. Comments are
mainly used to allow the public to give feedback on the articles that they are allowed to see.

How Helpful was this Article?

O 0% O 25% @ 50% O 75% O 100% [Rate]

AcCcCess: Private

Category: Support

Keywords: test

Entry Date: Thu Oct 20 2005 D8:00PM
Entry Agent: agentl

User Contributed Commients:

( add comment )

Mo user comments.

Add a Comment

If you choose to leave an e-mail address, your address will be masked to aid in preventing automatic
harvesting of e-mail addresses from this system for unsolicited commercial e-mail purposes. user@domain.com
will become user at domain dot com. You are welcome to add yvour own spam protection as well, by adding a
human-readable spam blocker such as user@NOSPAM.domain.com.

Use this system to append to the current knowledgebase articles, posting notes you feel should be added to
current documentation or may assist other users. Please do not use the comments system to request support,
report bugs or sugagest new functionality, There are other avenues for pursuing such items, and offending
notes will be removed.

HTML tags are disabled in comments. URLs will automatically be hyperlinked. All comments must be
approved by an editor before becoming visible in the knowledgebase.

Article Commment

Your E-mail Address
{or Name):

Comment:

|user@domain.com
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|__Add Comment |
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V. FAQ - Frequently Asked Questions

This page includes many frequently asked questions regarding InBoxHQ Helpdesk. If you do not find an answer
to your question here, you may also contact our customer care at 1-888-638-4373

User FAQ's

1. What are the different status types and
what do they mean?

In the most recent release of INBoxHQ Helpdesk, there are 11 different status types. These include: New,
Responded, In Progress, Info Needed, Acceptance, On Hold, Escalated, Fixed, Reopened, Resolved, and Dead.

a. New

The'New' status is the default status when aticket comes into the system. It signifiesthat it is'New' and
generally means no action has been taken upon it yet.

b. Responded

The 'Responded’ status is the default status when areply is sent to the requester. If no other statusis set during a
reply, aticket will be marked as 'responded'

C. In Progress

In Progress can be used in afew different ways, depending on the nature of your company. If perhaps aticket is
being worked on but is awaiting a reply from the requester, then you can mark aticket as'in progress.

d. Info Needed

Generally aticket can be set to 'Info Needed' when aticket is missing information or perhaps when you are
awaiting a response from a requester for information regarding the ticket.

e. Acceptance

Geared more towards sales or accounting purposes, 'Acceptance’ means that aticket isin the stage of being
accepted whether for a sale or purchase.

f.On Hold
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Geared more towards sales or accounting purposes, ‘On Hold' could mean that aticket is suspended for non-
payment or can not be completed to alater time.

f. Escalated

When aticket is marked as 'Escalated’, it means that the ticket has gone beyond the basic means of support and
needs higher priority. Usually combined with setting aticket as 'High' priority.

g. Fixed

When set to a 'Fixed' status, a problem in the ticket is most likely solved, but the ticket is not to a stage where it
can be marked as 'Resolved' quite yet.

h. Reopened

When aticket is marked as resolved and a requester responds, the default status that the ticket will be set to will
be 'Reopened'. Thisjust means that the ticket has been reopened by the requester.

i. Resolved

When aticket is set to a'Resolved' status, it means that a resolution has been found to the ticket and it no longer
needs anymore work doneto it.

j. Dead

Generally reserved for clearing tickets or for spam e-mails, marking aticket as 'Dead’ will set the ticket to be
able to be removed from the system completely by 'purging' it. The time set for purging dead tickets can be
found in the Configuration area.

2. Why do the colors of a status change
from red to black or black to red?

The colors reflect who wrote last to aticket. Black means that the last person to reply/comment on aticket was
staff and Red means that the requester replied.

3. What does batching a ticket do?
Merging? Cloning?

When you batch aticket, you mark the ticket so that you can do a mass reply or comment to those tickets. It
saves you timeif you have more than one ticket which requires the same answer or comment.
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When you merge aticket, you combine two tickets into one. Useful for when someone sends in multiple tickets
or tickets have similar information to them. Merging aticket will keep the ticket ID of the first ticket that came
into the system.

When you clone aticket, you create an exact duplicate of aticket and the cloned ticket receives a new ticket ID.
4. How do | search for a specific ticket?

Once logged into the help desk, you can find the Quick Ticket Search section at the bottom of you InBoxHQ
dashboard. This section alows you to search for tickets by Queue, Status, content contained within the
Requester, Subject or body of the ticket, Owner or Company. Y ou may also search using multiple search
items. For example, you can search for a specific ticket in the Billing queue that has a status of Resolved

Quick Ticket Search

Is in Queue: - any guele - ¥ Status Matches: -any status - W
Requester Contains: Subject Contains: [1I_| |

Content Contains: [1_| | Owner Matches: - ARy OWHEr - %
Company Matches: - amy Company - ¥

Advanced Search Mode ==

[ Search Mow ]

The Advanced Search Mode allows you to narrow you search based on the date the message was created to the
latest message.

Dates

Date Range: | Crested Between w -and- Crnmsdcliye)
Created Between

| Search Now |

Latest Meszage Between

3. How do | take ownership of a ticket?

From the main screen:

Select the ticket that you want to take ownership of, select the appropriate agent from the Change Owner drop
down menu and then select Commit.
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Highest Priority Tickets Assigned to agent1 options

all # Subject Wrote Last Queue Status Priority Due

- Change Status? - » - Change Queue? - % - Change Owener? - - Perform action’? - Cormmit

(=howwing 0O-0 of 0

Mewest Unassigned Tickets in All Queues options
all # Wrote Last Queue Status Priority Age Due
O00a0S paulaidE@yahoo com Support new naszsigned 104l overdue
] Interested in re-selling your Bikes
u[n]u]u]=; joe@gmail.com Sales new Unazsigned § L] overdue
(] Requesting Information on the Product
O0oa01 joeyiEanl com Information new Unassigned 10 overdue
- Change Status? - W - Change GQueue? - % [0 - Change Owner? - 0| - Perform action’ - W l Coarnmmit _

- Change Owwner?y -
Mokody
adminiztratar
agernt1

(=howwing 1-3 of 3

Advanced Ticket Search

After assigning the ticket, it will appear in the list of tickets assigned to that agent.

Highest Priority Tickets Assigned to agent1 options
all # Subject Wrote Last Queue Status  Priority Due
|:| Q0000 My Bike paulaEyahoo . com Support new Unassigned overdue

- Change Status? - % 00 - Change Queue? - % 0 - Change Cwner? - (% 00 - Perfarm action? - W l Cornmit ].
(=howing 1-1 of 1)

From the Ticket View:

Under Ticket Properties at a Glance, ssmply select the appropriate agent from the drop down menu under Owner
and Update Ticket.

Ticket Properties at a Glance E

ID Status Owner Worked Priority Queue
12|new w | Mobody | Os nassigned | Support %

LUV Spam probability cwhy?) Training: | Ticket is Mot Spam

[ Update Ticket ]

4. How do | change my password?
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On the login screen, there is an area that you may request your password should you forget it. Thefirst step isto
enter your email address that is set to your account. The system will then email you a verification code. You
then enter this code in step 2 and your password will be sent to you viaemail. It isimportant to enter the proper
email addresses assigned to you so that you can receive the "E-mail reset verification code".

Lost your password?

E-mail Address:|

| Send Confirrnation Code |

E-mail reset verification code. (step 2)

Code sent in e-mail: | | Submit

Rieburn to Loogin Form

9. How do enable the advanced options
InboxHQ?

In the most recent release of INBoxHQ Helpdesk, there are 11 different status types. These include: New,
Responded, In Progress, Info Needed, Acceptance, On Hold, Escalated, Fixed, Reopened, Resolved, and Dead.

10. How do retrieve my lost password?

In the most recent release of INBoxHQ Helpdesk, there are 11 different status types. These include: New,
Responded, In Progress, Info Needed, Acceptance, On Hold, Escalated, Fixed, Reopened, Resolved, and Dead.
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V. FAQ - Frequently Asked Questions

This page includes many frequently asked questions regarding InBoxHQ Helpdesk. If you do not find an
answer to your question here, you may also contact our customer care at 1-888-638-4373

Admin FAQ's

-in progress
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Glossary

Thisisaquick reference for many of the termsin the manual and their definitions.

D

domain

An example domain name is: www.nethere.com

F
FQDN

Fully Qualified Domain Name

H

helpdesk

Helpdesk is a generic term referring to a customer support center that facilitates interaction
between customers and customer service.

K

knowledgebase

The knowledgebase contains an archive of solutions to previous problems. It can also hold
answers to frequently asked questions. Knowledgebase items detailing problems and their
solutions are called articles. Articles can be marked as private (internal use only) or public. A
InBoxHQ Helpdesk Public Knowledgebase Interface can be set up easily on your company's web
site to provide a self-help avenue for your customers.

O
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owner

Tickets usually have one owner. An owner is responsible for seeing that the requestor of aticket
receives enough assistance to resolve their issue (ticket).

P

pipe
To pass from the output of one application to the intput of another application.

Post Office Protocol (v3)
(POP3)

Defined in RFC 1081. POP3 allows a client computer to retrieve electronic mail from a POP3
server viaa TCP/IP connection.

Q

queue

Queues process incoming and outgoing e-mail and are usually used to seperate correspondance
for a specific department. Example queues are: Billing, Support & Sales.

R

requester

The requester is a person who opens aticket. In the case of a User opening aticket for a customer
(i.e. by phone or other means) the requester is the user requiring support.

T

thread

Threads are a string of responses to a particular message. Thistermisused in InBoxHQ
Helpdesk to encompass all messages gathered under a single ticket.
ticket
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Tickets are away of grouping correspondance regarding a particular issue. Incoming tickets are

sorted into queues. The multiple messages gathered under a single ticket are called threads.
Example tickets are: support trouble tickets, sales lead tickets & billing inqueries.

user
Users have alogin and password to enter the system. They are typically staff members with daily

duties to perform -- be it technically supporting your customer base, overseeing all
correspondance with customers, answering billing inqueries or multiple other tasks.

W

watcher
A watcher is a support user who gets a copy of every email to hisemail client for the queues heis

awatcher. He can then respond to those emails he receives and send them back to the Helpdesk.
The helpdesk will save them into the database and send the watchers response on to the requester.
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