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e-shape Help Desk includes four main sections:
Knowledge base: an informational section, which also serves as a library, providing
more extensive information and small articles. For the time being, we included
content from e-shape website.
Community Forums: are public forums where registered users can discuss anything
they want as long as it is relevant to the specific forum's or subforum's category
description.
Frequently Asked Questions: serves mainly as an informational section where
anyone can find short answers to common questions regarding the e-shape
project and platform.

Submit a request section: the place where users come to connect directly with the
moderators. A visitor must fill in the request form in order to contact for any issue.

Request Form
Step 1.
The main user visits the platform’s landing page in order to submit a request. The request
form is available after clicking on the “Submit a Request” button integrated with the web
site.

Step 2.
The main user is redirected to the request form, where any request can be submitted with the
option to also attach files. After the submission the main user is informed by email for the
success delivery of his/her request and at the same time the administrators are notified by
email in order to monitor the request.

Ticket/Submit a request:
The form is simple to fill in and includes main data fields such as: Name, e-mail, Subject,
Affiliation, the topic of the visitor’s request which is presented in the form of a drop down
list and categorized into the 7 Showcases and 27 pilots, including main categories such as
Sustainability Booster, Co-design and Capacity Building.

1. Ticket creation
A user creates a ticket (open question or drop-down list) and the Help Desk software will
automatically create a ticket or open a case on the user.

2. Help Desk communication module activation
The Help Desk administrator is notified of all new tickets and is responsible to distribute the
“open question” request accordingly (moderators). In case the user selects from the dropdown list, the moderator(pilots, SC, WP leaders) of the case will claim responsibility for the
ticket and be assigned to it automatically.
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Ticket/Submit a request:
3. Ticket Resolution
The ticket is updated by the moderator based on the information provided by the user.
The administrators can also tag other team members on the ticket if it needs to be
escalated or requires a specialist response.

4. Ticket Closure & Contact Renewal
Once the issue or query is resolved, the person in charge (administrators, pilots, SC, WP
leaders) of the ticket will close it.

Registered users can monitor their requests in order to follow up and track the progress of
their case as it moves through the different stages of support and they will receive regular
updates on the status of their request.
Registered users will be kept in the loop throughout the life cycle of the ticket and not just
when it is resolved.
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Step 3. Log in account (only registered users have access to the dashboard)
All the registered users after logging in, are redirected to the Help Desk dashboard. The
dashboard is adjusted with the necessary functionality, according to the moderators’ role.
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