Support Ticket Feature - Customer End

In this manual, you will see how customers can request to get support from the
sellers.

The customer will get two types of support:
e General Consultation: Here, the customer will get free support for all their
normal queries.
e Service Product: Here, the customer will buy support hours through the
service product and get hourly support. (To get the dedicated support from the

helpdesk team)

To know more about service products, please refer to the below doc:

https://docs.google.com/document/d/11KSZueEh-UyUn-5rKBD2SLyEekdK9a4AUJNy
ANTDGEGg/edit?usp=sharing

Please Note:
e The tickets are synced between the customer panel, seller panel, Admin
panel, and CRM panel.
e Customer, Seller, and CRM agents can communicate with each other but

the Admin can only see/ track the conversations, statuses, etc.

To know more about other panels, please check the below links:

Seller End -

https://docs.google.com/document/d/1_cbAL-08Yj rf4jJo7ZvQG7sngFGj34Wm
F6GxM8bgdQ/edit?usp=sharing

Admin End -
https://docs.google.com/document/d/1H_pi_eHApQIK6BDLF8GbJP_RxQWzcJr
XKDWTAO-FOnY/edit?usp=sharing

CRM End -

https://docs.google.com/document/d/1ZDULgP2cD95Vc-PMZrZ0arU7gZuH2bgj
nPsGK4e50gl/edit?usp=sharing
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General Consultation - How a customer can create a free support ticket?

e Go to the Customer Dashboard >> Support Ticket >> Create New Ticket
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e Click on the Create New Ticket button and you will find a pop where you will

get useful information regarding the support ticket feature.

e Once you click on the Continue button your free ticket for general/ normal

consultations will be created.
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The general consultation ticket is created and in the case of the general ticket
admin needs to assign that ticket to the concerned seller. (Please create a
virtual product to create a service-type product)

Once the seller is assigned they can give the support accordingly.

Service Product - How a customer will get dedicated support from the

Solum helpdesk?

e As a customer, you will place an order with service-type products, in the
product you will get the support hours (eg. 10 Hours).
e Based on the hours helpdesk will support you.
e Once the order is completed, the ticket will be automatically generated.
e Go to the Customer Dashboard >> Support Ticket
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e Now the support ticket is created, on the View page, the customer will get the

basic details such as product name, order ID, total/ spent hours, start/ stop
button, etc.
On the View page, the customer can also see the support status,
o When support is running, the customer will see the status as ON
otherwise OFF.
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