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Great customer support and maintenance is at the heart of any successful small business. With ERP+
you track all incoming customer requests and issues so that you can respond quickly. The database
of incoming queries will also help you to identify the biggest opportunities for improvements.

You can track incoming queries from your email using Support Ticket. You can keep track of Customer
Issues linked with a specific Serial No and respond to them based on their warranty and other
information. You can also make Maintenance Schedules for Serial NOs and keep a record of all
Maintenance Visits made to your Customers.
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1. Topics

1.1 Common Support Topics

Issue

Warranty Claim
Maintenance Visit
Maintenance Schedule
Support Reports
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1.2 Feedback

1. Setting Up Feedback

2. Submit Feedback

3. Resend Feedback Request
4. Manual Feedback Request



1.1 Topic: Common Support Topics
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Maintenance Visit
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1. Issue

Issue is an incoming query from your Customer, usually via email or from the “Contact” section
of your website. (To fully integrate the Support Ticket to email, see the Email Settings section).

Tip: A dedicated support Email Address is a good way to integrate incoming queries via email.
For example, you can send support queries to ERP+ at support@ERP+.com and it will
automatically create an Issue in the Frappe system.

Support > Issue > New Issue

Machine Not Counting Properly = ceen 1SS00002 & % Menu~

Close

PR Subject
Assign + Subject Status

Machine Not Counting Properly Open

Attach File +

Add a comment

8 @ Email -Gurmn-

0 Demo User - 16 days ago - Details Reply

Discussion Thread

When a new email is fetched from your mailbox, a new Issue record is created and an automatic
reply is sent to the sender indicating the Support Ticket Number. The sender can send
additional information to this email. All subsequent emails containing this Issue number in the
subject will be added to this Issue thread. The sender can also add attachments to the email.

Issue maintains all the emails which are sent back and forth against this issue in the system so
that you can track what transpired between the sender and the person responding.

Status
When a new Issue is created, its status is “Open”, when it is replied, its status becomes “Waiting
for Reply”. If the sender replies back its status again becomes “Open”.

Closing

You can either “Close” the Issue manually by clicking on “Close Ticket” in the toolbar or if its
status is “Waiting for Reply”. If the sender does not reply in 7 days, then the Issue closes
automatically.

Allocation
You can allocate the Issue by using the “Assign To” feature in the left sidebar. This will add a
new To Do to the user and also send a message indicating that this Issue is allocated.
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2. Warranty Claim

If you are selling Items under warranty or if you have sold and extended service contract like
the Annual Maintenance Contract (AMC), your Customer may call you about an issue or a break-
down and give you the Serial No of this Item.

To record this, you can create a new Warranty Claim and add the Customer and Item / Serial
No. The system will then automatically fetch the Serial No’s details and indicate whether this is
under warranty or AMC.

You must also add a description of the Customer’s issue and assign it to the person who needs
to look into solving the issue.

To create a new Warranty Claim: Support>Warranty Claim > New Warranty Claim

Adaptas e open cl-00002 & Menu ~
Make Maintenance Visit
Comments 2
Status Serial No
ASSIGNED TO
Assign + Open
Issue Date Customer
ATTACHMENTS
04-27-2015 Adaptas
Attach File +
Customer Address
TAGS
Adaptas-Office
Add atag...
Contact Person
SHARED WITH January Véaclavik-Adaptas
You adited this Issue Warranty / AMC Status
4 days ago Stopped working Under Warranty

i Warranty Expiry Date
You created this ty Expiry

8 days ago 04-03-2019

AMC Expiry Date

Item Code

If a Customer visit is required to address the issue, you can create a new Maintenance Visit
record from this.
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3. Maintenance Visit

A Maintenance Visit is a record of a visit made by an engineer to a Customer’s premise usually

against a Customer Issue. You can create a new Maintenance Visit from: Support > Maintenance
Visit > New Maintenance Visit

Adaptas @ Draft Mvoooo1 & Menu ~ m
From Maintenance Schedule From Warranty Claim From Sales Order
Comments 0
Customer Maintenance Date
ASSIGNEDTO
Adaptas 04-12-2015
Assign +
Maintenance Tima
ATTACHMENTS a0
Attach File +
s Completion Status Maintenance Type
Partially Completed Unscheduled
SHARED WITH
¥
ltem Code Hem Name Serial No Description
You edited this 1 Base Plate Base Plate /4 in.x 2 . x 4 f1. Pine Plywood
amonth aga
Add new row

You created this

The Maintenance Visit contains information about the:

e Customer.

e The Items that were inspected / maintenance activity was carried out on.
o Details of actions taken.

e The person who carried out the actions.

o Feedback from the Customer.
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4. Maintenance Schedule

All machines require regular maintenance, especially those that contain a lot of moving parts,
so, if you are in the business of maintaining those or have some of them in your own premises,
this is a useful tool to plan a calendar of activities for its maintenance.

If the Customer Issue refers to “Breakdown Maintenance”, this refers to “Preventive
Maintenance”.

To create a new Maintenance Schedule, go to: Support > Maintenance Schedule > New
Maintenance Schedule

MS00002 ot o - 5N

From Sales Order
Comments 1

Customer Status

ASSIGNED TO
Adaptas Draft
Assign +

Transaction Date

ATTACHMENTS 04-20-2015.
Attach File +

TAGS
Htem Code Htem Name Description Start Date End Data

1 BasePlate Base Plate 34in. x2ft x4t Pi.. 04-20-2015 04-21-2015
SHARED WITH

+ Add new row

You edited this
22 days ago

Schedule

You created this Generate Schedule
22 days ago

Hem Code Itern Name Scheduled Date Sales Person Sarial No

1 BasePlate Base Plate 04-21-2015 dikman

Contact Info
Customer Name Customer Address

Adaptas Adaptas-Office

In the Maintenance Schedule, there are two sections:
In the first section, you select the Items for which you want to generate the schedule and set
how frequently you want to plan a visit or a maintenance. These can be optionally fetched from

a Sales Order. After selecting the Items, “Save” the record.

The second section contains the maintenance activities planned in the schedule. “Generate
Schedule” will generate a separate row for each maintenance activity.

Each Item in a Maintenance Schedule is allocated to a Sales Person.

When the document is “Submitted” Calendar events are created in the User of the Sales Person
for each maintenance.
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5. Support Reports

Support Hours

This report provides the information about the time slot along with the count of issues that has
been reported during the slot day-wise.

Support > Reports > Support Hours

1104
100+
804
B0+
0
B0+
504
404
a0
204
104
a4

6PM - 9PM
W Total 100

T T T T
12AM - 3AM 3AM - BAM BAM - BAM 9AM - 12PM 12PM - 3PM 3PM - BPM BPM - 8PM 9PM - 12AM

M Total
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1. Setting Up Feedback

2. Submit Feedback

3. Resend Feedback Request
4. Manual Feedback Request
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1. Feedback Trigger
You can set up the Feedback Trigger for various documents to get the Feedback from the user.
For this, you will need to setup the Feedback Trigger: Setup > Email > Feedback Trigger
Setting Up Feedback Trigger

Select which Document Type you want to send feedback request mail.

Select the Email Field, this field will be used to get the recipients email id.

Set the Subject for feedback request mail.

Set the conditions, if all the conditions are met only then the feedback request mail will
be sent.

5. Compose the message.

el ol

Setting a Subject

You can retrieve the data for a particular field by using doc.[field_name]. To use it in your
subject/message, you have to surround it with {{ }}. These are called Jinja tags. So, for example,
to get the name of a document, you use {{doc.name}}. The below example sends a feedback
request whenever Issue is Closed with the Subject, "ISS-##### Issue is Resolved"

aUD)ect

Ti I I J_.I e jse 1 ol e
{{ doc.name }} Delivered
Setting Conditions

Feedback Trigger allows you to set conditions according to the field data in your documents.
The feedback request email will be sent on document save only if the all conditions are true For
example if you want to trigger the feedback request mail to a customer if an Issue is has been
saved as "Closed" as it's status, you put doc.status == "Closed" in the conditions textbox. You
can also set more complex conditions by combining them.


http://jinja.pocoo.org/
http://jinja.pocoo.org/
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Email Field

Raised By (Email)

Email Fieldname

raised_by

Londition

doc.status == 'Closed'

R L el e T T g o O g
uptionali e alert will be sent if this expression is true

Setting a Message

You can use both Jinja Tags ({{ doc.[field_name] }}) and HTML tags in the message textbox.

<h3>Your Support Ticket is Resolved</h3>

<p>Issue {{ doc.name }} Is resolved. Please check and confirm the same.</p>
<p> Your Feedback is important for us. Please give us your Feedback for {{ doc.name }}</p>

<p> Please visit the following url for feedback.</p>

{{ feedback_url }}



Example

1. Setting up Feedback Trigger

|ssue eEnabled

Comments 0 ¥ Enabled
ASSIGNED TO
Assign + Email Field
Raised By (Email)
ATTACHMENTS
2 Email Fieldname

Attach File + .

raised_by
TAGS

Condition
SHARED WITH doc.status == 'Closed'

+
0

Optional: The alert will be sent if this expression is true
You edited this
2 days ago

2. Setting the Recipients and Message

MESSAGE
Message

<h3>Issue Resolved</hi>
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Subject
{{ doc.name }} Issue is Resolved
To add dynamic subject, use jinja tags like

{{ doc.name }]} Delivered

Condition Examples:

doc.status=="Closed"
do: ue date==nowdate ()
doc.total > 40000

<p>Issue {{ doc.name }} Is resclved. Please check and confirm the same.</p>

<p>» Your Feedback is important for us. Please give

your Feedback for {{ doc.name }}</p>
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2. Submit Feedback

Once feedback request mail is sent the user/customer. He / She can visit the URL to submit the
feedback as well as rating for the document.

Please share your feedback for ISS-00016

Yourrating: ¥ ¥ % ¥ ¥
Detailed feedback

We were able to set the permission to sales invoice. Thank you for your
support.

C)

s

Once Feedback is submitted the feedback details message and ratings will be recorded and will
be shown on Document sidebar and timeline. Also, once the Feedback is successfully submitted
by the user the link shared to the user will be expired and cannot be used to submit the
Feedback again.

On Document sidebar the latest feedback ratings will displayed.

Unable to setup row level permissions « closed 5500016 B Menu~
Reopen
Feedback Rating
* ok ok
JECT
Comments 0 Subject Status
Unable to setup row level permissions Closed

ASSIGNED TO

Assign + Mins to First Response Customer

ATTACHMENTS
Attach File +

Also, The Feedback details such as Feedback message and ratings will be shown in the
Document's Timeline along with Comment, Email.
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Add a comment Comment

Ctrl+Enter to add comment

New Email

™ Makarand — 5 minutes ago — Details 0 Add to Knowledge Base
Rating: # #% % ¥ ©r

We were able to set the permission 1o sales invoice. Thank you for your support.
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Resend Feedback Request

We can also Resend the Feedback Request to the Customer/User.

Add a comment Comment

Ctrl+Enter to add comment

New Email

#® Makarand - 5 minutes ago - Details %0 Add to Knowledge Base

Rating: % #% % W ©r

We were able to set the permission to sales invoice. Thank you for your support.

To resend the Feedback Request we will need to navigate the Communication by clicking
the Details link on Timeline Feedback.

Feedback for Issue 1SS-00016 - tinked azbogifo07  Menu~

15500016 Resend  Relink
Comments 1]

On Resend Button click a dialog with the Feedback Request message will appear user can either
send the Feedback Request with same message or he/she can make the changes in the
Feedback Request message.

Resend Feedback Request Close

Message

Issue Resolved

Issue 1SS-00016 Is resolved. Please check and confirm the same.

Your Feedback is important for us. Please give us your Feedback for 1SS-00016
Please visit the following url for feedback.

http://localhost:8000/feedback?reference_doctype=Issue&reference_name=ISS-
00016&email=Administrator&key=3RCfhjNIJOq5UT6UK2ilZYv1nJVugxaf

o

Edit as Markdown




3. Manual Feedback Request
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We can also send the feedback request to Customer/User without configuring the Feedback

Trigger.

To request a feedback manually go to respective document e.g. Sales Order, Issue etc. and click
on Request Feedback option in Menu.

John Doe e unpaid

Comments

ASSIGNED TO
Assign +

ATTACHMENTS
Attach File +

TAGS

SHARED WITH

+

Related Documents
PAYMENT

Payment Entry
Payment Request

Journal Entry

RETURNS

Sales Invoice

Customer
John Doe

Is POS

REFERENCE

Timesheet
Delivery Note

Sales Order

Date
06-04-2017

Payment Due Date

SINV-00001-1 &= | Menuw=

Send SMS

Print

Email

Links

Duplicate

Reload

Customize

Ask a Feedback

New Sales Invoice (Ctrl+B)

Cancel

o

Then, user can enter the feedback request details like email id, message and send the feedback
request mail.

Send Feedback Request

Recipient

john.doe@gmail.com

Subject

You Invoice SINV-00001 is submitted

Message

£~ B I U = 14> A -

Hello,

order will be delivered to you shortly.

‘We would like to let you know that your invoice SINV-00001 is submitted and your

Please take some time to review our services. Your feedback is valuable to us.

Note. If Feedback Trigger is already configured for the document then system will fetch
Feedback Request details (email id, message).
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