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|. Help Desk Pro overview

Nowadays, it is time of the era of ecommerce. Trading online is a hard competition, in
which every one want to take advantage. They compete against each other by all ways, from
quality, price to service. Market researchers showed that “customer support” was one of the
best keys to win customers’ hearts and this determining issue affects on customers
purchasing behavior directly. So, no company can ignore this, then owning a system that

helps their supporting activity become efficiency is a must.

Basing on the need of market, Mage-World determines to develop Help Desk Pro
extension. We are sure that this extension will match all your requirements of a customer

support system and push you toward your customers quickly.

ll. Functionality Defining

Help Desk Pro provides an efficient and flexible mechanism of receiving and replying
customers’ request. Your customer can send ticket from Help Desk form, Magento contact
form or by their emails. For enterprise, you can manage replies easily with reasonable
decentralization and have a general look of all support activities with ticket statistic. That is
the reason why even with a large support system or professional supporting companies,

Help Desk Pro is still a perfect choice.

Due to the fact that it is hard to control the vulnerability from message auto-senders that
attack directly to your system via mail receiving system, Help Desk Pro contains a secure

method, which protects your data from spam and detections.

Beside, for saving time, you can create popular questions and answers with the feature

Quick Response.

If you are interested in our extension and wonder the ways it works, please following the

next.

I1I. Installation,
- Copy folder app, skin, js to your Magento root folder.

- Make sure to clear cache in admin of Magento.
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- Go to System/Configuration, Help Desk Pro is on the left side. Click on it and change
the configuration as you wish. Also, you can find the tab Help Desk Pro on the top
menu.

- Refresh the front-end and see how Help Desk Pro works.

Note that:
At the first time, if you login admin after installing extension, then you see message

"access denied", please try to logout and login again.

If you have any problem please email to: support@mage-world.com.

IV.Introduce Front-end.
Help Desk Pro is integrated with Magento Contact Form, so customer can send ticket

from Magento Contact Form or Help Desk Pro page.

1. Help Desk Pro page
To access on Help Desk Pro page, customer have to have an account. They login their

account and the Help Desk Pro tab can be find at left bar in My Account page.

Y ACCOUNT . Submit Ticket

Account Dashboard (

Account Information

|Allow Display Support Working Time |

Support Time:  Monday - Friday | 08:00 AM - 5:30 PM GMT+7
Current Time :  Monday, March 14th, 2011, 10:52 Al GMT+T7
My Orders Support Status :  Online

Address Book

My Product Reviews

My Tags

hdy Wishlist
Please select a support department

Mewsletter Subscriptions - Please select - &

‘\

| Allow Customer To Select Department |

My Downloadahle Products

Submit Ticket

My Tickets

Help Desk Pro includes 2 sub-tabs, Submit Ticket and My Ticket.
My Ticket displays ticket history.

Submit Ticket is the place for customer to send their request. When customers click
on the tab Submit Ticket, they will see a screen like the image above. The first box shows

information of business time and support status. Customer chooses a department that he
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wants to shoot an email to at the second box. Admin can choose to hide this box in
configuration, and all ticket sent from Help Desk Pro page will be sent directly to the default

department, which is set by admin at back-end.

After customer select a department, this box will be loaded:

Please select a support department
Sales -

Description:
- hawve & guestion about our products | extenszions functionality, Magento versions compatibility
- hawve a guestion about vour arders, payments, or downloads

Allow Customer To Select Priority

[ Submit Ticket | z

Allow Link Tickets Ta Orders

Priority

|Nu:urma| - I
Assign To Order =

| — Please select - - | Click on link to vieww arder in detsil

Subject '

Message '

File Attachment

BT ‘__.._.— | Allow Customer To Attach File

Customer will see description of the selected department and the Submit Ticket area.
This form allows customer to select ticket priority, assign related-order for his ticket, and
attach file. If customer does something wrong, don’t worry, alert message will direct him to
correct. Max size upload notification is an example.

@ Max Upload File Size is 1 (Mb)
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If customer wants to assign an order for his ticket, he can choose this order in the
field Assign To Order #. To see detail, move mouse to Click on link to view order in detalil, all

information of this order will be shown.

After customer sends a ticket successfully, system will notify him on screen and drop
a notification into his email, then update history immediately. The customer can review all his

tickets by clicking on My Ticket.

My Tickets

2 temis) Show |10 |per page
Date Subject Department  Priority  Status

March 11th, 2011, 01:42 AW #1000144 - test deode Technical Marmal  Closed  View detall

March Tth, 2011, 0225 FM 0131000134 - Overborder support Mormal  Cpen  View detail

2 temis) Showe |10 | pet page

My Ticket shows all information of created tickets such as date, subject, assigned
department, priority, status. To view detail and reply, click on View Detail, and you can see

the screen below:
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Post a reply

Message *

File Attachment

[ Browze.. |

Ticket Thread

& March 11th, 2011, 01:43 AM - musonepnk@gmail.com

This is content

2. Magento Contact form

As we said above, Help Desk Pro integrates with Magento Contact Form, so customer
can create ticket by clicking on Contact Us at the footer of site.

When customer chooses department, he can see some login required departments and
not-required ones. If customer chooses a department that requires to login, system will direct
him to login page. Otherwise, My Account page is shown, customer finds the Help Desk Pro
tab and he can start creating ticket as normal.
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Support Time ;. Monday - Friday | 08:00 AM - 5:30 PM GMT+7
Current Time :  Monday, March 14th, 2011, 11:53 Ab GMT+7
Support Status : Online

Please select a support department

‘Gales iw

Description:
- have a question about our products, extenzions functionality, Magenta versions compatibility
- have a question aboutyour orders, payments, or downloads

Please login to use this.

V. Introduce Back-end
At back-end, you can find the menu Help Desk Pro at the top bar.

Chs Help Desk Repors

Ticket Statistics

Configuration

Circlare | T =

1. Software Setting step by step

To make sure the Help Desk Pro system works properly, you should follow steps in
correct order below:

1/ Turn on Help Desk Pro by set the field Enable in configuration to Yes

2/ Add operators (please view Manage Operator)
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3/ Create Department (Please view Manage Department)
4/ Create Gateway (Please view Manage Gateway)

5/ Now, you can test how Help Desk Pro works (create ticket at front-end or send
mail, then check at Manage Ticket )

2. Configuration
To set a general configuration for this system, please access on Configuration by
following the path System/ Configuration/ Help Desk Pro or click on Configuration in the

menu Help Desk Pro at top bar.

Firstly, you can turn on/off Help Desk Pro by set the field Enable to Yes/No.

Enahle Yes + | [STORE YIEW)

Next, free choose the below options as you want:

Gateway Update Interval (In 1 [STORE WIEWM]
minutes)
Flotify operator of missed ticket {In 1 [STORE vIEW]
hours, 0 means do not notify
operator
Tirme Tao Auto-Close Ticket in 1 [STORE vIEW]
hours, 0 means not be After a specific time that operator repply ticket and no
auto-closed): more reguest iz sent from customer, this ticket will be

auto-clozed

Gateway Update Interval: time to auto-update gateway (in minutes).

Notify operator of missed ticket: After a specific time that operator don't reply a ticket,

the system will send a notification to him for warning (in hours).

Time to auto-close ticket: After a specific time that operator reply ticket and no more

request is sent from customer, this ticket will be closed (in hours).
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Allow Display Support Working Yes * | [STORE YIEW]
Time
Default Department support iw | [STORE WIEW]

If aticket izn't assigned to any department it will be
automatical azsigned to default department

Start Time (Support working time) 08 = /00 = 00« [STORE VIEW™]
End Tirme (Support working tirme) 17 = |30 = /00 = [ETORE vIEW]
Warking Days(Support warking [STORE WIBW]
fime)

Fridany

Saturday
Allowy Customer Ta Select Yes - | [STORE WIEW]

Department

Allow Display Working Time: Choose Yes if you want to display your company’s

working time at front-end.
Start Time: Select Start business time for supporting customer of your company.
End Time: Select End business time for supporting customer of your company.
Working Days: Select business time of your company (multi-selected).

Allow Customer to select Department: Choose Yes if you wish to allow customer to
select department at front-tend.

Default Department: Choose a department. When you set the field Allow Customer to
select Department to No, every customers’ tickets, creating from Help Desk form and
Magento Contact Form will be sent directly to this default department(Note: not be applied for

ticket sent from email, this will be set when creating Gateway).
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Allowe Custarmer To Select Priority Yas w | [STORE VIEW]
Allowy Link Tickets To Qrders es * | [STORE %IBEW
Allowe Customer To Aftach File Yes w | [STORE WIBW
Max Upload File Size (Wi 1 [STORE %IEw]

Allow Customer to Select Priority: Choose Yes if you wish to allow customer to assign
priority for ticket.

Allow Link Tickets to Orders: Choose Yes if you wish to allow customer to assign

order for ticket.

Allow Customer to Attach File: Choose Yes if you wish to allow customer to attach

file.

Max Upload File Size (Mb): Insert capacity limitation for attachment file (there is alert

massage if customer choose an over-size file.)

%]

Auto Create Ticket From Email Yeas ORE W

X
T
m

Cwerwrite Contact Form Yes

If ¥es, a ticket would be created when sending a
message via the contact form of magento

Auto Create Ticket from Email: Choose Yes if you wish the system auto-creates ticket

when customer send request via email.
Override Contact Form: Choose Yes to activate Magento Contact Form Integration.

The fields below allow you to choose default email template, we will provide more

information at the part of Email Template .

Customer Mew Ticket Template Customer New Ticket Template (DefaultTempE [STORE VIE
Operator Reply Ticket Template Operator Reply Ticket Template [DefaultTempE [STORE VIE
Operator Mew Ticket Template Operator Mew Ticket Template (DefaultTempIzE [STORE VIE

or
X
T
m

Customer Reply Ticket Template Customer Reply Ticket Template (Default Tem |E| s

0r
e
T
m

Ticket Reassign Template Ticket Reassign Template (Default Template fi | v |

Late Reply Ticket Template Late Reply Ticket Template (Default Template - |E| [STORE V
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3. Manage Operators
You can add and manage operators by going to Help Desk Pro — Manage Operator.
This page display list of operators, click on the one that you want to edit or click to Add

Operator if you want to add new.

Edit operator

Operator Information Edit Operator 'pham ngoc khanh’ ON o
Operator Information
Mame * pham ngoc khanh
Email * khanhpn@asia-connect.comun
Active Yes El
Add Operator
Operator Information Add Operator
Operator Information
Operator Detail
MName *
Email *
Active Yes E

4. Manage Departments
At backend, go to Help Desk Pro — Manage Departments page.
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Departments Manager

Fage 1 o1 pages | View 20 =) perpage | Total & recards found q,EXpoUI?CSV B Fxno

SalactAl | UnselectAl | Salect Vishie | Unssleet Viskle. | Ditems selacted Acﬂuns:“ "

ﬁl]_l Name Deode Required Login ~ Autive Action

Ay v I i v v
i b Bales il a5 Yes Bt
i 5 Installation Mo Ve Edt
i 4 Technical Ves Yes Ed
B 7 Support2 Mo Yes Eiit
B 1 support 17 Ves Yo Eit

To create a new department, click on Add Department, it contains 2 sub-tabs:
Department Information and Department Staff.

Department Information Add Department

Department Information

Department's Staff Lo Lt

Department Mame *

Dicode

Department Staff displays the list of all operators, tick on the ones who belong to this
department.

Department Information Add Department 2 Back

Department Information

Department's Staff Page 1 of 1 pages | View |20 |Z| per page | Total 3 records found
D Name Email
Any Iz‘
=l thuy phamthuyhanu@gmail.com
(] Thuy VIP & & thuypt_vip@vahoo.comn
= pham ngoc khanh khanhpn@asia-connect.com.vn

Department Information has all necessary fields such as Department Name, Dcode,
Active, Store View, Required Login, Defaut Email Gateway, Moderator, Auto-notification, and
Description.
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Note: Pay attention to the followings

- Dcode: will be stick at the start of ticket id array (see image below).

- Required Login: This field's values (Yes/No) determine to show the required login
department or non-required ones when customer create ticket at front-end.

- Moderator: Type email of department’s moderator. When a department is assigned
for a ticket, the ticket will be sent to Moderator’'s email address (please remember that
moderator must belong to department, tick on his mail in Department’s Staff).

- Auto-Notification: Choose Yes if you want the system send notification to this
department if any ticket, sent to the department was missed.

- Description: will be displayed together name if customer selects this department.

Department Mame * “Sales
Dcode Isale
Active | Yes

#1000145 - my question

Store Yiew ' All Store ! 3
Main Website
Main Store Please select a support departmennt
English ; : ;
i~ Please select - S|
French L. Please select--
Getrnan “Buppart 2
Installation
- Login Reguired -
suppart
//. = i
Fequired Login |Yes v
Default Ermail Gatewsay | Gateway 1 ———
Bades Y
Moderator khanhphi@asia-connec Descipben:
- + FYE 3 QUB SN GO00TOUr progUCs, Bk s funi fionally, Mageria versions compabbiisy
Auto-Motification i + e d QUESHoR abaub youT Diders, paymEnts, of dowmiasss
Diescription fi hiave & ques'ti'un about our products, extensions functionality, Magento versions
compatibility

- have & guestion about vour orders, pavments, or downloads
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You can choose Email template for this department. If you choose Email template

here, the system will apply these templates instead of the selected ones in configuration.

Email Templates

Customer New Ticket Template Default Template from Locale [
(Motify customer of new ticket)

Operator Reply Ticket Template Default Template fram Locale =
(Motify customer of the reply from

operator)

Operator Mew Ticket Template Default Template from Locale |E|
(Motify operator of new tickef)

Customer Reply Ticket Template Default Template from Locale =
(Motify operator of the reply from

customer)

Ticket Reassign Template (Notify | Default Template from Locale [
operator of reassigning a ticket to
him)

Late Reply Ticket Template Default Template from Locale ]
(Motify operator of @ missed
tickef)

5. Manage Email Gateways
Help Desk Pro allows you to create more than one email gateways. You can manage

and add new gateway by go to Help Desk Pro — Manage Email Gateways.
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Gateway Information Edit Gateway 'gate1’
Gateway Information

Gateway Mame * gate1
Active Yes =]
Gateway Host* mail test15.good-demo.com
Gateway Email * maidung@test15.good-demo.com
Login
Password* 123456
Port
Type IMAP [=]
Use SSLITLS Yes =]
Default Department * Test Department E
Delete Email From Host Yes E

Applied only with IMAP (If you choose POP3, mails ar
auto-deleted from host after these mails were

m

transfered to ticket system)

There are some required fields, you must fulfill: Gateway Name, Gateway Host,
Gateway Email, Password and Default Department.

Gateway Name: Specify a name for this gateway

Gateway Host: Specify the address of email server

Gateway Email: Specify the email address that will be used to receive mail from

customer.
Login: Specify the login for server access
Password: Define password for server access

Port: Specify the port number to setup the connection with your email server (110 for
POP3, 995 for POP3-SSL, 143 for IMAP-TLS, and 993 for IMAP-SSL). This is not a required

field, you can pass it.
Default Department: All tickets from mail will be sent to this department.

Type: choose IMAP or POP3 (POP3 and IMAP are two different protocols used to
access e-mail.) If you want to learn more about it, please visit the link

http://www.businesscreatorpro.com/articles/what-is-imap-and-pop3.php
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Use SSL/TLS: Use them for securing your data. If you want to learn about it, please
visit the link

http://technet.microsoft.com/en-us/library/cc784450(WS.10).aspx

Delete Email from Host: Choose value for this field when you select IMAP for the field
Type. If you choose POP3, mails are auto-deleted from host after these mails were

transferred to the system.

Note:

- After finishing, click on the button Test Connect to check. If it notifies “The Gateway
connects successfully”, the system can create ticket from mail. If it notifies “The
Gateway connection is fail”, it means you did something wrong, then the system can
not create ticket from mail.

- You can create as many gateways as you want but must sure that not use the same
Gateway Email (same Gateway Host is ok).

6. Manage Ticket
You can find all tickets that customer sent to by going to Help Desk Pro — Manage
Ticket. There are 2 sub-tabs, Open Tickets — list the tickets in “open” status and All Tickets —

list all ones.

Admin can create new ticket here by choosing Add Ticket.

rs | Fromatong | Newslater fatemm ® Gt iely for s page

UkraZ s ot el flgad delalc Manage Tickets } You have T notice unread messagels). Go to messades inbox,
"""""""""""""""" Open Tickets
; it \
""""""""""""" | All Tickets _m

Manage Email Gateways

arpage | Total 10 records found Manae Guick Respanse
yiglle | 0 tems selectad | Ticket Statistics Actionz | v

i ! !

| Caonfiguration Department Status Priority Action

00145~ my question musonepnkidmail.com sipport View
44-testdeode musanennki@omail.com Technical Vigw
1143 - test_HD_notificationd op_defaultDept tieuacma@amail.com Technical igw
(1138 - Test_frombdail_checknotificationdop tieuacma@amail.com sippot OPEN NORKAL Wigy
1198 - W Qnactinn wdhaiftmmail rm Sinnart 7 NDEN Wi
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Click on View to view a ticket in detail. One ticket has 3 sub-tabs: Ticket Information,

Ticket Thread and Additional Information.

Ticket Information:

Ticket Information &5 Ticket Subject

Ticket Information

Ticket Thread Ticket Information

______ Addtional INFormation e Customer tieuacma@gmail.com

Created Time March 22nd, 2011, 12:37 AM

Set Status To Open E

Priority High E

Assign To Department Support Dept E
This ticket will be sent to Moderator of chosen
department

Assign To Operator

Order # 100000007

File Attachment(s) tumbir lek11iwvOGE1gcExidol 500.jpg

Ticket Information contains all information of a ticket such as Customer Email,
Created Time, Status, Priority, Assigned Department, Assignhed Operator, Order link (if any),

and File Attachment.

Ticket Thread: You can view history of ticket and reply in Ticket Thread.
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Ticket Information & Ticket Subject

Ticket Infarmation

Ticket Thread Reply Ticket
Additional Information Use Quick Response |—Select{]uick Response —

Content

March 18th, 2011, 01:15 AM -- phamthuyhanu@gmail.com

tra loi ne, ok chua
tra loi that dai nua ne eeeeeeeeERERERERERERERERERERRRRRRER BRE

March 18th, 20111, 01:11 AM - phamthuyhanu@gmail.com

operator. Ok | receive ticket from customer

Additional Information: Store 2 direct links for operator and customer (these links are

stick with content in mail of operator and customer)

Ticket Information & Ticket Subject

Ticket Information

Ticket Thread

Ticket Information

e Customer DirectLink  _~ . htoJfest15 gooc-emo.comindex.oholelodestdieviickeVoustomericode/dd69c2 14001085385 6325550851
Customer can view detail ticket thread and quick reply by click on this ink

Operator Direct Link = hitp:/test15.good-demo.comfindex php/helpdeskiviewticketmoderatoricode/6f4 9224566816 1a8cdfdad2289f8d23
Operator can view detai ticket thread and quick reply by click on this link

Note

Customer Direct Link: Customers can view all information of ticket while not need to

login site. Also, they can reply in direct link and choose close ticket by themselves if wish.
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Subject: Sale#1000008 - Test_CT_notlogin
Department : Sale Department

Status : Closed

Priority : Mormal

Post a reply

Message *

File Attachment

Choaose File | o file chosen

| submit | submit & Close Ticket

Ticket Thread

Operator Direct Link: Operators can view, reply (quick response included) and
manage ticket while not need to login site. At this step, operator can reassign this ticket to

the others and close the ticket if wish.

Subject: Sale#1000009 - Test_CT_notlogin
Department : Sale Department

Status : Closed

Priority : Mormal

Update Ticket

Assign To Department Assign To Operator
Test Department IZ| thuy

i thuy <phamthuyh .
Thuy VIP * * <thuypt_vip@yahoo.com.n= help you find operator mail

Post a reply

Use Quick Response
— Select Quick Response — Iz‘

Message *

In Open Ticket page, you can see the button Refresh on top. Click on this button to
run Cron, the system will get mails from host. Refresh page to update the list of open tickets,

you might see new tickets if any.
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Help Desk Pro Repors System @ Get help for this page

[ Exportto:[cav Em [ ResetFiter [ Search |
Actions Em

Sender Department Status Priority Action

Note:

If you meet the problem that can not receive ticket from mail, and when click on the
button Refresh, it shows alert message “System have not got any email from gateway”,
please check at Manage Gateways. If you created multi-gateways, you must sure email

gateways of them are not the same.

The system also displays the alert message above when there is no mail, being sent to
host. Therefore, don’t worry.

7. Manage Quick Response
You can build a question bank and answers, which are interested by most of your
customer by using Quick Response. This helps operator save time. Instead of having to

answer the same questions more than one time, they select quick response.

Go to Help Desk Pro — Manage Quick Response to create new by your own.
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—

Manage Quick Response _.

Fage ’1_ oftpages | View |20 + perpage | Total 4 records found g Exortt: CB v m Rese Fifter W
Select Al | Unsslect Al | Select Vishle | Unsiect Yishle | Oitems selected Actians v W
D | ResponseTitle Active (Yeslla) ~ Action

E | -
4 CAu B00E777 B4 80 oh, o by En 57 HBE ¥ 520 b t ek et nm i fud i i ol Yes E
3 030 hoithuong gap Yag Edt
2 ho in ti No il
1 Huang dan nhanh cal dat edensian Yag Edt

Add Quick Response b

Quick Response Information

Use Quick Response
Response Tie ‘ - Select Quick Response - v

Active | eg v

Response Message '

8. Ticket statistics
Ticket statistics provide general view of ticket (status) by departments and operators.
Thank to it, you can see your works’ efficiency.

Go to Help Desk Pro — Ticket statistic.
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& Help Desk - Tickets Statistics

Operators Statistics Departments Statistics

Operatar Hame Open  Wait For Customer Closed  Total Department Hame Open  Wait For Customer Closed  Total
Knarh asia 3 0 [ 4 Slpport 3 I 1 4
kharh yahon [ 0 0 1 Supnod2 [ I I 1
ThugVp** 1 0 g ¢ Technical 1 I ¢ 3
il 0 0 1 1

V1. Cron Configuration

You can read the following instructions on cron job setting for your Magento store:

http://www.magentocommerce.com/wiki/linstallation and configuration/how to setup a cr
on_job

Generally it would be enough to run in SSH console of your server:
crontab -e

And insert the following line:

*/3 * * * * php /<path-to-your-installation>/cron.php

or

*/3 * * * * wget -O - 'http://yourstore.com/cron.php' > /dev/null

Then exit having the "Save" request confirmed.

VIl. Email Templates

Email templates will be sent together with content when the system sends mail.

We provide some samples in the folder mw_helpdesk , you can access it by following
the path app/locale/en_US/template/email/mw_helpdesk.

When you choose email templates in configuration or for one department, choose the
ones having the term “Default Template from Locale” in title.
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Customer New Ticket Template | Customer Mew Ticket Template (Default Temp E| [STORE VIEW]
Operator Reply Ticket Template | Operator Reply Ticket Template (Default Temp E| [STORE VIEW]
Operator New Ticket Template | Operator New Ticket Template (Default Templ: E| [STORE VIEW]

Customer Reply Ticket Template | Customer Reply Ticket Template (Default Tem E| [STORE VIEW]

Ticket Reassign Template | Ticket Reassign Template (Default Template fi E| [STORE VIEW]

Late Reply Ticket Template | Late Reply Ticket Template (Default Template - E| [STORE VIEW]

Late Reply Ticket Template (Default Template from Locale)
Motify operator of new ticket

Reply ticket for customer

Motify reassigned operator of new ticket

Motify customer that he has sent a ticket.

Motify operator about an indisposed ticket

Author Information

If don’t want to use available templates, you can create your own email templates by going to

System — Transactional Emails.

® cet help for this page

iy Account You have T natice unread message(s). Go to messades inkhox.

, \ ' © Add New Template

Template Type Action
L HTrL Ereview
HTRL Preview
A;fl:lu HThL Preview
- HThL Pres e
-1‘t solved HThL Preview

Configuration

Note that:

- Templates are chosen in configuration will be applied for all departments.

©2009 — 2010 Mage-World.com 24



MAGE WORLD

Increase Your Sales

Help Desk Pro — User Manual

- In case of you choose other templates for a department; these templates will be

applied for this department only.
- Please be aware of this line in our templates:
========= Please enter your reply ABOVE this line = ========

The system will get the part of content that is above that line, any below will be discard.

©2009 — 2010 Mage-World.com 25



	I. Help Desk Pro overview 
	II. Functionality Defining 
	III. Installation. 
	IV. Introduce Front-end. 
	1. Help Desk Pro page 
	2. Magento Contact form 

	V. Introduce Back-end  
	1. Software Setting step by step 
	2. Configuration 
	3. Manage Operators 
	4. Manage Departments 
	5. Manage Email Gateways 
	6. Manage Ticket 
	7. Manage Quick Response 
	8. Ticket statistics 

	VI. Cron Configuration 
	VII. Email Templates 

