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2 Introduction

We want to be able to solve issues and provide assistance to our customers as fast as we can. To
that purpose, Invenso and Convenso have a professional help desk team ready for you, that can be
reached through the SupportSuite online help desk system.

Now, throughout the implementation of our products and solutions, you probably got in touch
with some of our project team members. They are great, aren’t they? So you might be tempted to
address post-implementation issues or questions directly to them. We understand, but still we
strongly recommend usage our help desk SupportSuite instead.

The help desk tool will prove to be the most efficient and fastest way to receive a high-quality
answer. It is your guarantee that your question or issue won't be forgotten as it is logged and
followed up. And it provides you with the fastest possible assistance as your question will be
forwarded to the first available support team member.
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3 Getting Started
The help desk application is available through the the Invenso and Convenso web sites:
www.invenso.com\helpdesk and www.convenso.com\helpdesk.

.LConvenso
e St

£ Login menu

invenso

TNICE orier
icationd

KBintegrotar

ainieghiugoer | Support 3 mewsletter

Support

Wecome to the support section of the Invenso website

When you follow the help desk link on either of these sites or copy one of the help desk urls in your
web browser, you will be taken to the SupportSuite startup screen.

XD SupportSuite

Support Center

Register
Register a new account to submit new
Tickets or manage subscriptions.

22 Feb 2011

et
ssle to a Department.

Email:

Remember
Me: O

Login

Live Support
. OFFLINE

Home | Register | Submit a Ticket [EVRIEEES English (U.S.) [~

Help Desk Software By Kayako SupportSuite v3.70.02

Convenso SupportSuite Hep Desk System - Concise User Manual | 3 van 14


http://www.invenso.com/helpdesk
http://www.convenso.com/helpdesk

Convenso BVBA, Hooirt 194, 9220 Hamme, Belgium
[ ] Tel: +32 (0)52 52 27 70 « Fax: +32(0)52 52 27 71 - info@convenso.com - http://www.convenso.com

4 User Registration
The first time you use SupportSuite, you will need to register. To do so, select ‘Register’ in the main

menu or in the bottom tool bar.

XD SupportSuite .

Support Center

Register t [Lost Password]
Register a new account to submit new ue to a Department. )

Tickets or manage subscriptions. Email:
password: [ ]

Remember =]

Me:
. Live Support

' OFFLINE
Language: EEEN NN

Hime | Register | Submj a Ticket

Help Desk Software By Kayako SupportSuite w3.70.02

4.1 Set Account Information

On the registration form, fill out your name, e-mail address and Company/organization name and
choose a password. To prevent typos, you are asked to type your password twice. To protect this
web form from spam robots, there is a captcha verification.

QXD SupportSuite e

Support Center » Register

Register = Login [Lost Password]
Flease fill in the fields below to register for a new account. Once registered you may have to validate your Email:
Email Address to enable your account.

password: [ ]

General Details
Remember
]

Email: youremailaddress
pesvors G | =

[-- Entire Support site -- [=]

Userfields

Company: * () e suesort
' OFFLINE

Verify Registration
Please enter the text you see in the image at the right into the textbox
below. This is required to prevent automated registrations. 8 C B B j

[8eos]l |

|. Register JL Reset J

@ Back

(NGO English (U.5.) ||

Home | Register | Submit a Ticket | Knowledgebase

Help Desk Software By Kayako SupportSuite v3.70.02
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4.2 Activate your Account

After registration, you will receive an activation e-mail at the provided e-mail address. Click the link
in this e-mail to activate your account.

Registration Pending for Invenso Support Desk

Invenso [support@invenso.com]
Sent: di 22/02/2011 12:49
To John Davis

Dear John Davis,

Thank you for registering at our Support Desk. You will need to activate your account
before you can log in. You can do so by clicking on the link below. You have to complete
this last step only once and your account will be activated:

Activate: http://www.invenso.com/helpdesk/index.php?
m=coref a=register&do=va&hash=4vapj3ir654ep3jkevfnp3lk3isa3tulikl

<a href="http://www.invenso.com/helpdesk/index.php?

m=coref a=register&do=va&hash=4vapj3iré54ep3ikeévfnp3k36@3tulkl”>A0L Users Click
Here</a»

Please do let us know if you have any questions.
Thank You,

Invenso

4.3 Validation by a Helpdesk Official

Your registration is now complete and your account is pending for validation by a help desk
official. Your account will be validated within two business days.

QL) SupportSuite

Support Center » Register

22 Feb 2011

Validation Pending = Login [Lost Password]

Thank you for registering. You should receive an Email with further instructions shortly. Please follow the link  |Email:
in the Email to validate vour account. You will not be able to log in unless until your account is verified.

Registration Details Remember D

Full Name: John Davis Me:

Password: [ Hidden ]

Userfields | ‘ | = |

Searc
Company: ‘yourorganizationname
[-- Entire Suppert site -- =]

4 Back

Live Support
0 OFFLINE

Home | Register | Submit a Ticket | Knowledgebase PR English (U.S.)

Help Desk Software By Kayako SupportSuite v3.70.02
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5 How to Create a New Ticket
When your account is validated, you can log on with your e-mail address and your password.

In the main menu you will see two items:
View Tickets
Submit a Ticket

The term ‘ticket’ refers to a reported issue or a question that you post on the help desk system.
Every ticket has a unique ticket number which will be used in all the communication regarding the
ticket.

5.1 Submit a New Ticket
To create a ticket, choose ‘Submit a Ticket’ from the main menu.

QX SupportSuite S

Support Center

|® Logged in successfully |

View Tickets Submit a Ticket
‘iew already-submitted support Tickets or Submit @ new issue to a8 Department.
create new replies.

Logged In: John Davis
& My Account

&, Change Password

{ Live Support
O OFFLINE

Home | View Tickets | Submit a Ticket Language: [EREACENIEE]

Help Desk Software By Kayako SupportSuite v3.70.02

5.2 Assign your Ticket to a Department
Our help desk deals with three different types of tickets, i.e. product related tickets, project related
tickets and sales related tickets. In the first screen of the ticket submission wizard, please select the

type of ticket you would like to submit, so we can activate the corresponding department of our
help desk.

If you are an Invenso customer or partner, you have probably bought a temporary or
permanent license to use XBintegrator. Typically you are a developer or you lead a team of
developers who use XBintegrator to develop solutions. If you recognize yourself in this
profile, please select ‘XBintegrator'.

If you are a Convenso customer, you most probably instructed Convenso to develop a
solution for you. In this case, please sect ‘Projects’.

For specific sales and marketing questions, select ‘Sales’.

Convenso SupportSuite Hep Desk System - Concise User Manual | 6 van 14
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XD SupportSuite

Support Center » Submit a Ticket

22 Feb 2011

Submit a Ticket

[Logout]

You can submit a Ticket by selecting the appropriate Department below. Logged In: John Davis

Select Department 2 My Account
@ XBintegrator B, Change Password
~lven
0 OFFLINE
[ nexts ][ Reset
4 Back

Home | View Tickets | Submit a Ticket [ELENEEES English (U.S.) |+

Help Desk Software By Kayako SupportSuite v3.70.02

Click ‘Next’ to continue.

5.3 Set Ticket Priority

The main ticket definition screen opens. In this screen you can assign a certain priority to your
ticket and indicate the applicable type of problem for your ticket. The priority level should reflect
the sense of urgency with which your ticket should be addressed.

Low / medium priority tickets are not business threatening and are planned to be
answered at certain predefined days or in calm periods in the agenda of the assigned
support team member.

High priority tickets are not business threatening, but they are slowing down your
operational activities or they can become a threat if not addressed. This type of ticket will
be opened for solution within 1 business hour.

Urgent tickets are business critical; they have to be solved straight away. Within business
hours, we will open this type of ticket within 5 minutes and we will allocate all necessary
resources to solve the problem quickly and accurately.

Although we are dedicated to solve every issue in the shortest possible time, we urge you to make
a fair judgment of your ticket’s criticality.
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QXD SupportSuite

Support Center » Submit a Ticket » Projects

22 Feb 2011

Submit a Ticket » [Logout]

“ou can fill in the fields below with as much detailed information as possible and send it to our support

Logged In: John Davis
personnel.

& My Account
General Information

priory:

" et Live Support
essage Letalls OFFLINE
Subject: || ‘ 0

@ Change Password

Uplead File(s)

I Bladeren_
I Bladeren_
I Bladeren_

|_ Submit J |_ Reset J

4@ Back

Home | View Tickets | Submit a Ticket IEGENERETE English (U.5.)  [«]

Help Desk Software By Kavako SupportSuite v3.70.02

5.4 Describe your Issue/Question
Please provide a brief description of the issue or question in the Subject line and a longer

description of the issue or the question in the Message Details box. Make sure to provide at least
these details:

® |nvenso product name, version and release;

= QOperating system name and version;

= Full problem description;

= Step by step instructions how to repeat this problem situation:

®  |n case the issue concerns a script, please insert the script in question, in an
isolated fashion with the least possible amount of dependencies to sources that are
unavailable to the Invenso support staff;

= |n case the issue concerns a client-application (XBintegrator Administrator Console,
XBintegrator Template Designer or XBintegrator Development Studio), please
insert a screenshot;

= In case logging information is available, please provide the log files;

= Any other information you think will help us to solve your issue faster.

Convenso SupportSuite Hep Desk System - Concise User Manual | 8 van 14
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Make use of the ‘Upload File(s)’ option to attach files to the ticket. Try to summarize the attached
information to save time.

When all the necessary information has been added, choose ‘Submit’ to register the ticket in the
system.

QXD SupportSuite

Support Center » Submit a Ticket » Projects

22 Feb 2011

Submit a Ticket

You can fill in the fields below with as much detailed information as possible and send it to our support
personnel.

Logged In: John Davis
& My Account
General Information

o 8, Change Password
Priority: High [+

: Live Support
Message Details OOFFLINE
Subject: |Luuping script Script123.xb ‘

XBintegrator 6.0.12 on Windows Server 2008 R2

Script123.xb endlessly loops.

- How can I kill this script from the XBintegrator Administrator Console?
|- Gould you have a look at the script and sgg why it loops?

Upload File(s)

[ c:\Seript123.x0 Bladersn
| C:\Screenshot_XBiAdmin.jpg Bladeren
| C:\XBi60)__\script123_ log txt | Bladeren_

\_ Submit Jl Reset J

@ Back

Home | View Tickets | Submit a Ticket

[ENEIERETR English (U.S.) [«

Help Desk Software By Kayako SupportSuite v3.70.02

After submission, a summary report is shown. In this screen you can see the Ticket ID of your ticket.
This ID will be referred to in any communication regarding this ticket.

XD SupportSuite

22 Feb 2011
Support Center » Submit a Ticket » Projects
Submit a Ticket My ILogout]
Your ticket has been submitted to our Department successfully. One of our support personnel will get back to Logged In: John Davis
vou with more information shortly.
8 My Account
Ticket Information
{8 Change Password
Ticket ID: XAW-318267
Department: Projects Live Support
Full Name: John Davis 0 OFFLINE
Email:
Priority: High

Looping script Script123.xb
¥Bintegrator 6.0.12 on Windows Server 2008 R2

Script123.xb endlessly loops.

- How can I kill this script from the XBintegrator Administrator Console?
- Could you have a look at the script and see why it loops?

w Tickets | Submit a Ticket

[ELVNERCE English (U.5.) ||
Help Desk Software By Kayako SupportSuite w3.70.02
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6 Manage and Follow-up your Tickets
To manage and follow-up your submitted tickets, select ‘View Tickets’ from the Main Menu of

SupportSuite.

XD SupportSuite

22 Feb 2011

Support Center

|® Logged in successfully

| *Account

View Tickets

create new replies.

Home | View Tickets | Submit a Ticket

Submit a Ticket
wiew already-submitted support Tickets or Submit a new issue to a Department. i My Account

Help Desk Software By Kayako SupportSuite v3.70.02

Logged In: John Davis

({3 Change Password

Live Support
6 OFFLINE

[EREOEEE English (U.S.) [«

6.1 Overview

In the Ticket List of the Support Center you see an overview of all the tickets you have submitted.
You can sort them by Last Update, Last Replier, Status, Priority or Department by clicking on the

corresponding column header.

QXD SupportSuite

22 Feb 2011

Support Center » Ticket List

Ticket List
Listed below are the Tickets submitted by vou. You can click on a Ticket subject to view the Ticket history. Logged In: John Davis
& My Account

B Change Password

Status Priority Department . Live Support
. OFFLINE

4@ Back

Home | View Tickets | Submit a Ticket

Last Update ~ Last Replier
XAW-318267: Looping script Script123.xb
22 Feb 2011 04:42 PM John Davis Open High Projects
Page 1of 1

[N Enalish (U.S.) ]

Help Desk Software By Kayako SupportSuite w3.70.02

Click any of your tickets to view its history and its details.

6.2 Conversation

When your ticket has been answered by a help desk support member, you will find the answer in

the Conversation Box. You

will also receive an e-mail notification.
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XD SupportSuite

Support Center » Ticket List » XAW-318267

22 Feh 2011

Looping script Script123.xb

Ticket Details Logged In: John Davis
Ticket 1Dz XAW-318267 Department: Projects My Account
Status: Open Priority: gl &8, Change Password
Created On: 232 Feh 2011 04:42 BM Last Updata: 22 Feh 2011 05:34 PM

Edit Properties

Brecht Yperman idiad

Pasted On: 22 Feb 2011 05:34 PM
Hi John
There was a small scripting error in your script which caused it to loop, We've fixed the problem and indicated what went vrong in =
script comment. You'll find it attached.
You can always kill a looping script in the reporting saction by clicking the red cancal button in the top toalbar.

Kind regards,
Brecht

John Davis ==
Posted On: 22 Feb 2011 D4:42 PM

XBintagrator 6.0.12 on Windows Servar 2008 R2

Script123.xb endlessly loops.

- Howi can I kill this script from the XBintegrator Administrator Console?
- Could you have = ook st the script and s== why it loops?

Attachments
johnDavis.png (12.45 KB}

| 4 Back

Should you wish to reply to the answer provided by the help desk, please click the ‘Post Reply’
button. A message box will pop up, where you can type your reply and send it to the help desk.

If the help desk needs extra input from you, they will post a reply that specifies the required
information. The status of your ticket will be changed from ‘open’ to ‘awaiting client response’.
Should you fail to provide necessary information within 14 calendar days, the ticket will be closed
by the help desk team.

In case a ticket need not be resolved straight away, help desk staff may suggest solving it at a later
stage, for instance when a new version of XBintegrator is released. In that case, the status of your
ticket will be changed from ‘open’to ‘on hold'.

6.3 Close your Ticket

If the answer is satisfactory, please change the status of the ticket to ‘closed’. If the help desk
provided an answer and you don’t post a reply or change the status to closed, the help desk will
close your tickets after 14 calendar days.
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QX SupportSuite

22 Feb 2011

Support Center » Ticket List » XAW-318267
Loaping script Script123.xb

Ticket Details

Ticket 1D: XAW-318267 Department: Projects
Status: Closed Priority: High
Created On: 22 Feb 2011 04:42 BM Last Update: 22 Feb 2011 05:53 PM

Edit Properties
Status: Closed = Priority: High El

John Davis =
Posted On: 22 Feb 2011 05:53 PM

Thanks Bracht!

It works alright nove.

Greetings, John

Brecht Yperman |t |
Posted On: 22 Feb 2011 05:34 PM

Hi John

There was a small scripting error in your script which caused it to loop. We've fixed the problem =nd indicated what went wrong in a

script comment. You'll find it attached.

You can always kill 3 looping script in the reporting section by clicking the red cancel button in the top toolbar.

Kind regards,
Brecht

John Davis L ve= |
Posted On: 22 Feb 2011 04:42 PM

XBintegrator 6.0.12 on Windows Server 2008 R2

Script123.xb endlessly loops.

- How can I kill this script from the XBintegrator Administrator Console?
- Could you have a look at the script and sa= why it loops?

[Logout]

Loggad In: John Davis

3 My Account

B Change Password

{ Live Supy
' OFFLINE

7 Alternative Ticket Submission by E-mail

Instead of using the SupportSuite web application to submit a new ticket, you can also simply send
an e-mail to support@invenso.com or support@convenso.com. Please make sure to send the e-mail

from the e-mail address you used to register for SupportSuite.

Message Insert Options Format Text Developer Adobe PDF

@ % Cut Calibri (8 - 11~ | AT &

CEANEEEE R Al aa

=3 Copy
Paste ‘ B 7 U ||EP) ol v‘ Address Check | Attach Attach Business Calendar Signature | Follow Spelling
- ¥ Format Painter = e Book Mames File  Item Card~ - Up~ -
Clipboard r Basic Text F) Names Indude || oOptions || Proofing

This message has not been sent.

[ To.. | support@invenso.com

Eed) |

Subject: \ Looping seript Scriptl 23 xb

Attached: | |sipt123.o0g.bd; | | Scriptl23.xb; = Screenshot XBiAdmin.ipg

Dear help desk
I am running XBintegrator 6.0.12 on Windows Server 2008 R2
Apparently Script123.xb endlessly loops. Could you help me out?

- How can | kill this script from the XBintegrator Administrator Console?
- Could you have a look at the script and see why it loops?

Attached to this e-mail, you will find
- Scriptl23
- Ascreenshot of my XBintegrator Administrator Console
- The script log

Kind regards

John Davis
Company XYZ

] » [
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Please make sure to provide the following details in your e-mail:
Invenso product name, version and release;
Operating system name and version;
Full problem description;
Step by step instructions how to repeat this problem situation:

In case the issue concerns a script, please insert the script in question, in an
isolated fashion with the least possible amount of dependencies to sources that are
unavailable to the Invenso support staff;

In case the issue concerns a client-application (XBintegrator Administrator Console,
XBintegrator Template Designer or XBintegrator Development Studio), please
insert a screenshot;

In case logging information is available, please provide the log files;
Any other information you think will help us to solve your issue faster.

Important notice: please do not use images or other graphical elements like logos in the body or
the signature of your e-mail signature that are irrelevant to the ticket.

_T_ Looping script Scriptl 23.x] essage (HTML]
o—
Insert Options Format Text Developer Adobe PDF ‘@
- i = =2
Calibri(B - |11~ || A0 AT| = =2 SSH @ @ | 0 -2_1. ﬁ fl Y )
" B I UHEP)' A -||= <= s=|| Address Check Attach Attach Business Calendar Signature | Follow Spelling
Painter = — . Book MNames File Htem Card~ ~ Up~ -
Pl Basic Text {F] Names Include {F Options T || Proofing
This message has not been sent,
support@invenso.com
—
=
Subject: Looping script Script123 xb
Aftached: | || seript123.log.tut; cript123.xb; i) Screenshot XBiAdmin.jpg

Attached to this e-mail, you will find

» [

Script123
A screenshot of my XBintegrator Administrator Console
The script log

Kind regards

John Davis
Chief Informaton-Officer

L Gohn Davis@xvz com
T 32 01 848 047 12 528 x Y z
El 13201608 047 12520

Tollow me on the company for you and me

(in [

)

are development and

Check out this great piece of software!
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8 Your Questions and ldeas

Do you still have questions about our help desk after reading this manual, or do you want to share
ideas on how we can optimize our service. Please feel free to contact our Communications
Department at +32 52 52 27 70 or info@invenso.com or info@convenso.com.
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