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CJW Network Presents

http://cjw-network.com/
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CJW Network – What the heck … ?

 Three companies

 Coolscreen

 JAC Systeme

 Webmanufaktur

 … 7 eZ Publish developers with > 40 years of experience in eZ

 Broad eZ project experience

 Provider of eZ Publish extensions

 Available for consulting and contracting

http://www.coolscreen.de/
http://www.jac-systeme.de/
http://www.webmanufaktur.ch/
http://cjw-network.com/
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 Complete Support Solution based on eZ Publish

 Combines user self help and support desk for maximum efficiency 
and user satisfaction

 Modelled after Trac and Bugzilla, but targeted at end users

CJW Support Solution

http://cjw-network.com/
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User Self Help

 Goals

 Enable users to help themselves or each other

 Reduce time spent on the support desk

 Enable support desk to focus on difficult/important tasks

 Increase user satisfaction

 Means

 FAQs

 Forums

 Download sections

 Ticket system with self-administration

http://cjw-network.com/
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User Self Help: FAQs

http://cjw-network.com/
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User Self Help: Download Section

http://cjw-network.com/
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User Self Help: Ticket System

 Goals

 Let the user easily communicate problems

 Ensure complete tickets with all relevant information

 Track all actions

 Means

 Users create support ticket right in the context of the problem

 User can follow up support tickets in frontend

 Mail Notications on all actions

 User can close and reopen tickets

http://cjw-network.com/
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User Self Help: Create Support Ticket

http://cjw-network.com/
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User Self Help: Create Support Ticket

http://cjw-network.com/
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User Self Help: Follow up with Tickets

http://cjw-network.com/
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User Self Help: Follow up with Tickets

http://cjw-network.com/
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Support Desk

 Integrated in eZ admin interface

 Integrated in eZ rights system for granular permissions

 User Support Center

 Ticket System

http://cjw-network.com/
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User Support Center

 Allows for easy searching of users on 

 account name

 first name, last name

 email

 Send password info

 Login to frontend with user's credentials

http://cjw-network.com/
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User Support Center

http://cjw-network.com/
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Ticket System

 Ticket lists filtered

 Unassigned tickets

 My Worklist (open tickets)

 My Tickets (including closed)

 Lists show all relevant information

 All lists sortable on all colums

http://cjw-network.com/
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Ticket System: Lists

http://cjw-network.com/
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Ticket System: Features

 Workflow defining status changes and responsabilities

 No direct edits of existing data

 All changes are tracked in the ticket itself

 Complete history

 E-Mail notifications on ticket changes

 to end user

 to assignee

http://cjw-network.com/
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Ticket System: Processing

http://cjw-network.com/
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Ticket System: History

http://cjw-network.com/


20CJW Support Solution

Ticket System: Statistics

http://cjw-network.com/
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CJW Graph

 Abstraction Layer between eZ Publish and different graph libraries

 Currently implementated with eZ Components Graph

 Available as template operator

 Planned as XML custom tag

http://cjw-network.com/
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