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Experience Immediate Benefits  
 
§ Fully automated customer service 

process 

§ Significantly reduced support costs 

§ Increased service staff productivity 

§ Increased customer satisfaction 
leading to long-term, profitable 
relationships 

§ Better informed business decisions 
driven from detailed reporting 

§ Reduced number of service calls 
due to customer self-service web 
portal  

§ Centralized information for the 
most efficient customer service 
process 

§ Up-to-the-minute ticket status  

§ Fast, flexible deployment and 
administration  

§ Available hosted or turnkey  

 

 

 

 

 

Automated Customer Service Issue/Ticket Tracking and 
Management  

OpenBOX Customer Service v.9.0 is a web-based customer service solution that tracks and 
manages customer service issues/tickets while maintaining customer contact information.    

OpenBOX Customer Service helps companies maximize staff productivity, significantly reduce 
support costs, and most importantly, increase customer satisfaction for long-term, profitable 
relationships. 

Customers have two options when purchasing OpenBOX Customer Service.  OpenBOX can host 
the complete ASP application at a monthly, per user fee or end user and server licenses can be 
purchased for on-site availability.   

Features Overview 

Automated tracking and management of customer service issues  

Automatic tracking of customer service issues/tickets. 

Automatic ticket assignment and real-time status change notifications  

Customer issues or requests can be received via email, web portal or manually entered.  Forms 
auto-populate with existing customer information and can be assigned by a manager or sent 
directly to a customer service representative for immediate action.  Customers receive real-time 
email notifications upon every status change. 

Defined customer service process (workflow) and business rules for a consistent 
process  

In addition to all information being centralized, a defined workflow and business process rules can 
be set up to ensure that all users, management and service reps, go through the necessary steps 
to resolve customer issues promptly.   

Self-service web portal for customer convenience and reduced service calls 

A self-service web portal is available where customers can submit new issues/tickets and attach 
files if necessary.  Customers access round-the-clock information on existing tickets and notes, or 
they can add notes to a ticket.  A keyword-searchable Knowledge base is available providing 
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Technical Specifications 

Server(s) 
Supported Databases 
DB2, Oracle, SQL Server 
 
Supported Operating Systems 
Windows 2000, 2003 with .NET Framework 2.0 or 
greater 
 
Supported Web Server 
IIS 5.0 or IIS 6.0 
 
Authentication 
LDAP/Active Directory or OpenBOX Native 
Authentication 
 
Support for external reporting tools 
Crystal, LogiXML or other BI tools 
 
Data Importing/Exporting 
Excel, TXT, XML 
 
Clients 
Supported Operating Systems 
Windows XP, NT, 2003, 2000 with minimum screen 
resolution 1024x768 
 
Browsers Supported 
IE 6.0 or greater, FireFox 1.5 or greater 
 
Support for external reporting tools 
Crystal, LogiXML or other BI tools 
 
OpenBOX Hosted Data Center 
Data security, availability and reliability for ASP 
users 
For hosted customers, OpenBOX utilizes a 
certificate server with 128-bit encryption, database 
high availability and redundant multi-location data 
storage 
 
 
 
 
 
 
 

Features Overview (continued) 

customers with answers to frequently asked questions, previously resolved issues and other 
information for customer convenience and reduced number of support calls.  The portal can be 
designed to match an organizations branding with logo and colors as necessary. 

Comprehensive reporting 

OpenBOX Customer Service includes pre-built reports for analysis and tracking.  Creating 
customized queries and reports is quick and easy and requires no IT support. 

Easy administration and customization  

OpenBOX’s powerful administration and customization features enable system administrators to 
easily set up users, groups, business rules, and security options.  They can also easily create or 
modify forms, tables and fields within the application as well as change the entire look by using 
CSS style sheets consistent with the organization’s branding.   

Integration with existing databases  

Current support is available for DB2, Oracle, and SQL Server; however, connectivity to other 
databases is possible.  OpenBOX also supports LDAP/Activity Directory authentication as well as 
our own authentication. 

Built with the latest technologies  

Built on Microsoft’s .NET framework, OpenBOX incorporates leading technologies such as XML 
and AJAX for a flexible solution that integrates with an organization’s existing infrastructure and 
databases.  These technologies result in increased flexibility, interactivity, speed and usability for 
end users. 

Fast deployment in days not months 

OpenBOX’s flexible, web-based architecture enables the application to be up and running in days 
instead of months.  Two deployment options – hosted or turnkey – provide customers with 
flexibility to host the application today and bring it in-house in the future if necessary. 

Contact us today for more information on automating your 
customer service process or to schedule a live demo. 

Toll free: 877-361-6536, Email: info@openbox.net 


