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INTRODUCTION 
Rexit has hit another milestone in our development of products and services. We 
would like to extend our appreciation by bridging the gap between Rexit and our 
customers. Our e-Helpdesk System is one such system that aims to do so. 
 
We understand the predicaments that customers go through when requesting for 
support and maintenance; therefore with this e-Helpdesk System, our objective is to 
make sure that every single issue brought up by you is attended in an efficient and 
timely manner. We aim to increase your confidence in us by providing more 
transparent service level through this system. 
 
We welcome feedback and comments on this system as we believe in continuous 
improvement. Please do email your feedback and comments to 
ehelpdesk@rexit.com. 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

IINNTTRROODDUUCCTTIIOONN  
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22..11  LLooggggiinngg  IInn  TToo  ee--HHeellppddeesskk  SSyysstteemm  
 
In order to get to the ee--HHeellppddeesskk  SSyysstteemm, please log on to www.rexit.com. You will 
see Rexit’s homepage.  
 

 
 
Click on the e-Helpdesk button as shown and you will see the following page. 
 

 

GGEETTTTIINNGG  SSTTAARRTTEEDD  

http://www.rexit.com
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Click on your company logo to get to the sign in page as shown. 
 

 
 
Please enter your Login and Password, which have been created for you. Then click 
on the Submit button.  After logging in, you will see the main page of 
administration. 
 

 
 
 

22..22  CChhaannggee  YYoouurr  PPaasssswwoorrdd  
 
It is advised that you change your password the first time you have logged in. To do 
so, from the main page, go to My Account and click on Change Details as shown. 
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You will then see the screen as shown. 
 

 
 

Change the password in the Password field. The password is always encrypted. You 
can also make any necessary changes to your account details. You can set to have 
any e-mail correspondences between the system and you to be sent to your superior 
or colleague(s) involved in the CC1, CC2 and CC3 fields. 
 
Click on the Update button when you are done. You will then see this message: 
Record updated. Your new password will be activated the next time you log in to 
the system. 
 
 

22..33  FFoorrggoott  PPaasssswwoorrdd  
 
If you have forgotten your password, please send an e-mail to ehelpdesk@rexit.com 
from your e-mail address stated in your My Account section for verification.  
Please state the e-mail subject title as Forgot Password. An example is shown. 

 
To: ehelpdesk@rexit.com 

From: <Your registered e-mail address with the e-Helpdesk System> 
Subject: 

 
Forgot Password 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:ehelpdesk@rexit.com
mailto:ehelpdesk@rexit.com
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This is the core of the e-Helpdesk System for clients. In this section you can submit 
an enquiry, complaint, feedback or even an idea to Rexit. There are three (3) main 
sections here; List Ticket(s), Submit New Ticket and Acknowledge Ticket. 
 
 

33..11  LLiisstt  TTiicckkeett((ss))  
 
To get to this page, from the main page, go to Ticket Management and click on 
List Ticket(s) as shown. 
 

 
 
You will then see the page as shown. 
 

 

 

  
 

 
The different colours show the different status of each ticket. Ticket here refers to 
the request made by you. The following table explains the different colour status. 
 
No. Colour Ticket Status Description 

1  New  Ticket has been successfully submitted but yet to be 
viewed by Rexit. 

2  In View  Rexit has viewed the ticket but no action taken yet. 
3  Work-in-

Progress  
Confirmed acceptance of ticket by Rexit. Project 
Manager has assigned the ticket and development 
work is in progress to fulfil the ticket request. 

TTIICCKKEETT  MMAANNAAGGEEMMEENNTT  
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4  Returning 
Ticket 
(Completed/ 
KIV/Cancelled) 

Ticket is returned to you by Rexit with one of the 
following categories tagged to it: 
Completed – Development work for the ticket has 
been completed. Ticket is returned to you for 
acknowledgement. 
Keep In View (KIV) – Ticket request is kept for 
future consideration. 
Cancelled – Ticket is cancelled by Project Manager 
with a valid reason. No development work will be 
carried out for this ticket. 
 
NOTE: All returning tickets to you would have 
been acknowledged by Rexit’s Project 
Manager in charged. 

5  Acknowledged 
Ticket 

Ticket request has been either 
Completed/KIV/Cancelled and you have 
acknowledged its successful completion 

6  Rejected Ticket Ticket is completed but rejected by you for a valid 
reason. Ticket is returned to the Project Manager 
for further action. 

 
To view details of each ticket submitted, from the List Ticket(s) page, click on the 
Ticket ID link and you will see the page as shown. 
 

 
 

You can check the Expected Completion Date for the ticket submitted and also 
any Comments posted by the Project Manager regarding the ticket. 
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  33..11..11  SSeeaarrcchh  FFoorr  TTiicckkeett((ss))  
 
You can also search for a specific ticket submitted by doing a search in the List 
Ticket(s) page. 
 

 
 
The following table explains the search criteria for the tickets. 
No. Criteria Description 
1. Ticket ID Key in the Ticket ID, which is system generated when a 

ticket is submitted. This criterion will be a specific search. 
2. Submission Date Select the From and To Submission Dates to display all 

the tickets within this range.  
Please click on the calendar icon  to select the date. 
Click on Reset Date to deselect the date. 

3. Submitted By You can specifically select to list all the tickets submitted 
by a particular user of your company. 

4. Subject You can search by entering keywords that were used for 
the submitted tickets. System will return a search result 
of all tickets that contain the keywords entered. 

5. Your Reference ID Enter your company’s own Reference ID that was 
submitted along with the ticket. This criterion will be a 
specific search. 

6. Your User 
Reference 

Enter the name of the user associated with this ticket 
that was submitted along with the ticket. System will 
return a search result of all tickets that contain the 
keywords entered. 

7. Ticket Status You can specifically select to list all the tickets submitted 
based on the status – New/In View/Work In 
Progress/Completed/Keep In View/Cancelled. 
Please refer to Section 3.1 List Tickets for the ticket 
status explanation. 

8. Product You can specifically select to list all the tickets submitted 
based on the product category.  

9. Acknowledgement 
Status 

You can specifically select to list all the tickets submitted 
based on the acknowledgement status – Yes/No. 

10. Priority You can specifically select to list all the tickets submitted 
based on the priority status – High/Medium/Low. 

 
Once the search criteria are selected, click on the Search button. The search results 
will be displayed in the Search Results section. 
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33..11..22  CCaanncceell  AA  SSuubbmmiitttteedd  TTiicckkeett  
 
You can cancel a ticket at any point in time if you feel the ticket submitted is not 
relevant anymore. To cancel a ticket, go to the List Ticket(s) page. 
 

 
 
Select the ticket to be cancelled by clicking on the radio button. Then click on the 
Cancel button.  
 
A confirmation message will pop up: Are you sure that you want to cancel the 
selected ticket? Click on the OK button to proceed; if otherwise click on the Cancel 
button to return to the List Ticket(s) page.  
 
You are then required to enter reasons/comments for the cancellation as shown. 
 

 
 
When you are done, click on the Submit button. The ticket status will now turn to 
grey to indicate a cancelled ticket. The system will automatically send an e-mail 
notification to Rexit’s Project Distributor. 
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33..22  SSuubbmmiitt  NNeeww  TTiicckkeett  --  VViiaa  OOnnlliinnee  
 
This section will explain how you can submit a ticket online through the e-Helpdesk 
System. To get to this page, from the main page, go to Ticket Management and 
click on Submit New Ticket as shown. 
 

 
 
You will then see the page as shown. 
 

 
 
Please enter all the data for the ticket.  
 
The following table describes the fields to be entered. 
No. Field Name Description Mandatory 

1 Ticket ID System generated once the ticket is submitted. Auto 
2 Submitted By Based on the person who has logged in. Auto 
3 Product Select the product that is related to the ticket. Y 
4 Priority You can prioritise your tickets based on these 

three (3) options: High, Medium and Low.  
Default: Medium 

N 

5 Reply Method The notification method you would like to receive 
from e-Helpdesk System regarding the ticket 
submitted. The e-mail and the fax here refer to 
E-mail 1 and Fax 1 set in your user details. 
It is mandatory to select the reply method for  
e-mail. 

Y 

6 Ticket Subject Enter a short heading for the subject. The 
keywords in the heading can be searched upon. 

Y 

7 Ticket Content Description of the ticket. The content here should Y 
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be clear and precise. 
8 Your Reference 

ID 
You can enter your company’s own Reference ID 
associated with this ticket for your internal use. 

N 

9 Your User 
Reference 

You can enter your company’s own user(s) 
associated with this ticket for your internal use. 

N 

10 Attachment Any related document that could describe the 
ticket further can be uploaded here. You can 
attach any file format as long as the size is less 
than 8MB. The system will not accept the file if it 
exceeds the recommended size. 
Just click on the Browse button to select your 
file and then click on the Open button to attach 
it to the ticket. 

N 

 
When you are done, click on the Submit button. A confirmation message will pop 
up: Are you sure you want to submit the ticket? Click on the OK button to 
proceed; if otherwise click on the Cancel button to return to the Submit New 
Ticket form.  
 
Once a ticket has been submitted, you can check its status in the List Ticket(s) 
function as explained in 3.1 List Ticket(s). 
 
 

33..33  SSuubbmmiitt  NNeeww  TTiicckkeett  ––  VViiaa  FFaaxx  
 
You can have the alternative of submitting a ticket via fax. However, the time taken 
for it to be processed is slightly delayed compared to submitting it online. To submit 
a ticket via fax, please fax to us at 03-7803 6922 and state the following: 
 
 

Attention: e-Helpdesk 
Subject: <Subject heading for the ticket> 

From: <Your Name & Company Name> 
Date: <Date of ticket submission> 

Your Reference ID <Your internal reference for this ticket> 
Your Reference 

User: <Your user involved for this ticket> 

 
Our Project Distributor in charged will submit the fax received as a new ticket. Once 
it is done so, you will be able to view it in your List Ticket(s) section as shown. 
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Click on the Ticket ID link to view the details of the ticket as shown. 
 

 
 
To view the fax sent in by you, click on the fax icon as indicated. The fax will be 
displayed in a new window. 
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33..44  AAcckknnoowwlleeddggee  TTiicckkeett  
 
To get to this page, from the main page, go to Ticket Management and click on 
Acknowledge Ticket as shown. 
 

 
 
You will then see the page as shown. 
 

 
 

The returning tickets will automatically appear in this page and will be highlighted in 
green. Each returning ticket will have either one of the following statuses: 
Completed, Keep In View (KIV) or Cancelled.  
 
To view the status details and any comments posted by the Project Manager in 
charged, click on the Ticket ID link.  
 
To acknowledge the ticket, you will need to select the ticket by checking the radio 
button on the left.  
 
Once you have selected the ticket to be acknowledged, click on the Acknowledge 
button. A confirmation message will pop up: Are you sure that you want to 
acknowledge the selected ticket? Click on the OK button to proceed; if otherwise 
click on the Cancel button to return to the Acknowledge Ticket screen.  
 
 
 
 
 
 
 
 
 
 



 15

You are then required to select Yes and enter in any comments regarding the 
completion of the ticket as shown. 
 

 
 
Once a ticket is acknowledged, it will disappear from the Acknowledge Ticket page 
and the colour status of the ticket will turn to grey in the List Ticket(s) page. 
 
 

33..44..11    RReejjeecctt  TTiicckkeett  
 
If you are not satisfied with the work done, you can have the option to reject a 
completed ticket. To do so, from the main page, go to Ticket Management and 
click on Acknowledge Ticket as shown. 
 

 
 
You will then see the page as shown. 
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To reject a ticket, you will need to select the ticket by checking the radio button on 
the left.  
 
Once you have selected the ticket to be rejected, click on the Acknowledge button. 
A confirmation message will pop up: Are you sure that you want to 
acknowledge the selected ticket? Click on the OK button to proceed; if otherwise 
click on the Cancel button to return to the Acknowledge Ticket screen.  
 
You are then required to select No and enter in any comments regarding the 
rejection of the ticket as shown. 
 

 
 
Once a ticket is rejected, it will disappear from the Acknowledge Ticket page and 
return to the List Ticket(s) screen in purple colour indicating a Rejected Ticket 
status. The system will automatically send an e-mail notification to Rexit’s Project 
Distributor to take further action for this rejected ticket. 
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44..11  TTiicckkeett  SSuummmmaarryy  
 
To get to this page, from the main page, go to Report and click on Ticket 
Summary as shown. 
 

 
 
You will then see the page as shown. 
 

 
 
The default report for the ticket summary will display the latest information based on 
the system date.  
 
The following table explains the report criteria that you can use to customise your 
own report. 
No. Report Criteria Description 
1. Submission 

Date 
Select the From and To Submission Dates to display the 
report within this range.  
Please click on the calendar icon  to select the date. Click 
on Reset Date to deselect the date. 

2. Product You can select a particular product category for your report. 
 
When you are done, click on the Generate button. 
 
The report generated will show the number of tickets submitted according to the 
selected report criteria. It will be further narrowed down to the Ticket Status 
(New/In View/Work In Progress/Completed/Keep In View 
[KIV]/Cancelled) and the Acknowledgement Status (Acknowledge: Yes/ 
Acknowledge: No) of the tickets. 
 
 
 
 

RREEPPOORRTT  
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55..11  HHeellpp  FFiillee  
 
In every screen, there is Help link which you can click to guide you through the 
function. The example shown is for the List Ticket(s) function. 
 

 
 
The Help link is always at the bottom right corner. The Help guide will be displayed 
in a new window as shown. 
 

 
 
  

55..22  EE--mmaaiill  &&  FFaaxx  RReeppllyy  NNoottiiffiiccaattiioonn  
 
An e-mail notification will be sent to you in reply to your submitted ticket on two 
occasions: 
 

i) When the Project Manager assigns one of the following statuses to a 
ticket: Completed, Keep In View (KIV) or Cancelled. 

ii) When you acknowledge Yes to a returning ticket. 
 
If you have indicated to receive fax in your Reply Method when submitting a ticket, 
you will receive a fax when the Project Manager assigns one of the following statuses 
to a ticket: Completed, Keep In View (KIV) or Cancelled. 
The following are samples of the e-mail and fax format you will receive: 

OOTTHHEERRSS  
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E-mail Reply Notification 

 
 

Fax Reply Notification 

 
 
 

55..33  MMeennuu  LLiinnkk  
 
In every page, there is a Menu link on the top right corner for you to return to the 
main page of administration.  
 
 

55..44  PPrriinntt  FFuunnccttiioonn  
 
The Print function is similar to the browser print function. 
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55..55  RReexxiitt’’ss  SSttaaffff  TTeelleepphhoonnee  NNuummbbeerrss  
 
To facilitate any telephone correspondences with our staff, we have provided a list of 
telephone number extensions of our staff in the main page as shown. 
 

 
 
Once clicked on the link, you will see the page as shown. 
 

 
 


