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1. WELCOME TO CONNECT!
is the portal which Doxense® has created to manage all contacts
with our customer and partner network.
The purpose of this document is to present you the contents of the “Direct Editor Support Contract”
services offering and how to use it to resolve questions and incidents you may come up against when
using the solutions offered by Doxense®.
Preferred support gives you access to Connect, a dedicated portal on which you will find the technical
documentation, the additional information as well as a support requests’ management tool allowing
you easy and collaborative tracking of questions submitted to Doxense® support.
The Connect tool allows you to:
Manage multiple access to Doxense® support, so that all your employees can individually
submit cases, but also track and complete the requests sent by their colleagues;
Submit requests in a structured way by possibly adding additional information (logs,
configuration files, screenshots, etc.);
Be notified of the processing of your requests and any update of the case; View the list of
current requests and their status;
View the documentation relating to the products 24/7.
Using it as explained will allow Doxense® to provide you with the best online support, according to our
contractual commitments, while guaranteeing traceability of the processing of the requests. It will
also help us to design documentation in line with your requirements and your needs.
The contents of this portal will gradually change to keep up with technological developments and
improvements stemming from the experience of our partners and customers.

Welcome on board Connect, a Doxense Support tool!
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2. REGISTER ON CONNECT
2.1. Introduction
Your registration on the Connect portal is carried out by the Doxense® Support team using
information obtained from your Contract and then validated by you: when signing your contract, you
designate “Doxense® coordinators” within your organisation. The role of these coordinators is to
provide the interface between your teams and the Doxense ® teams, in particular in the case of a
request or an incident. The names and contact information of these coordinators are noted in the
direct support contract.
Only these coordinators are registered in Connect and can send and then track the requests sent to
the Support team via this portal.

2.2. Designate the Doxense® coordinators.
1. On signing the Direct Editor Support Contract, designate the “Doxense® coordinator(s)” in your
organisation.
2. Provide Doxense® with the last name, first name and email address of each coordinator and
note them down in your Contract.
3. The Support team will enter this or these coordinator(s) in Zendesk® using the information
provided. When you participate in training sessions, you are considered to be a Doxense®
coordinator.

2.3. Validate the registration
When the Doxense® Support team has registered you as a coordinator in the Connect portal, you will
receive an email entitled “Welcome to Connect, the Doxense® Support Tool”

1. Click on the link displayed to validate your email address and set your password.
2. Follow the instructions for entering a highly secure password and then click on Set the
password.
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You will log onto Connect in authenticated mode.

The next time you log onto the portal, authenticate yourself directly using your email address
and the password that you have set.
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3. MAKE A REQUEST
3.1. Introduction
To make requests to the Doxense® Support team, you must fill out a form made available on the
Connect portal. You can make requests of different types: question, incident, problem, task.
Only the Doxense® coordinators are allowed to send requests to the Support team from the Connect
portal. Refer to the chapter Register on Connect to find out how to register your coordinators.
The licence request procedure is described in the following chapter: Make a licence
request.

3.2. Logging onto the Connect portal
1 In a web browser, enter the URL address https://doxense.zendesk.com/
2 In the authentication box that is displayed, enter your account: e-mail address
and password set by you and Click on Sign In.
3 You will log onto the Connect portal in authenticated mode.

3.3. Make a request
1. Click on the Submit a request link at the top right:

You will access the Submit a request form.
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2. In the lists, select the software concerned and the type of request:
•

l question : This is for a question you have about your software’s behaviour and its
configuration. There is nothing urgent about this request (e.g. “How can I restrict the
number of print copies per user?”; “How can I allow an outside person to use our printers?”,
etc.). It can also be for a licence request: In this case, you must fill out the appropriate
form;

•

l incident : This is for a blocking malfunction that you have found in the software and for
which you want to find a solution quickly (e.g. “The documents sent from the sales
department PCs no longer get printed”, etc.);

•

l problem : This is for a non-blocking malfunction that you have found in the software and
for which you want to have explanations or a workaround solution (e.g. “Duplex-requested
print jobs are only simplex printed”, etc.);

•

l task : this is a configuration or specific development task that you send to the Support
team aimed at improving the operation of your software (e.g. “We would like to change our
users’ print profiles”, etc.).

3. Specify the subject and precisely describe your request in the form fields.
4. Add any additional information to define your request in more detail as an attachment.
If it is an incident, attach the log files (.log) or the configuration files (config.xml), which
will allow the Support team to analyse the nature of the problem more quickly (see the
prerequisites for declaring an incident in Request Support.).
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Click on Submit to send your request to the Support team.
The request sent is entered into the list of your activities displayed on the Connect portal.
While the incident has not been resolved, the status attributed to it is Open or Awaiting a response.
In addition, you will receive an email confirming you have sent your request to the Doxense®
Support team.

4. MAKE A LICENCE REQUEST
4.1. Introduction
To make a licence request to the Doxense® Support team, you must fill out the licence request form
available on the Connect portal, complete it and then associate it as an attachment to your request.
Only the Doxense® coordinators are allowed to send requests to the Support team from the Connect
portal. Refer to the chapter Register on Connect to find out how to register your coordinators.
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4.2. Logging onto the Connect portal
1. In a web browser, enter the URL address https://doxense.zendesk.com/
2. In the authentication box that is displayed, enter your account: e-mail address
and password set by you and Click on Sign In.
3. You will log onto the Connect portal in authenticated mode.

4.3. Make a request
1. Click on the Submit a request link at the top right:

You will access the Submit a request form.
2. In the information message in red at the top of the request form, click on .pdf to download
the licence request in pdf format or .docx to download it in .docx format.

3. Fill out the licence request form after having verified the validity of your commercial order and
saving it in your work environment.
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4. In the Connect request form, select the software concerned in the list and the Task type.
5. Complete the desired deadline for the task.
6. Then check the Licence request checkbox.
7. Add the Licence request form, duly completed, as an attachment (in .pdf or
.docx format).
Click on Submit to send your request to the Support team.
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The request sent is entered into the list of your activities displayed on the Connect portal.
Until your request has been processed, the status attributed to it is Open or Awaiting a response.
In addition, you will receive an email confirming you have sent your request to the Doxense®
Support team.
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5. VIEW REQUESTS
5.1. Introduction
A status is assigned to each request according to its stage of processing on the Connect portal:
Open: Your request has been registered on the Connect portal but has not yet received a
response from the Support team;
Awaiting your response: Your request has been studied by the Support team which has sent you
a question (or a request for further information) and is waiting for a response from you;
Resolved: Your request has been processed and a response has been provided by the Support
team.
A request stays with “Resolved” status for 7 working days. After this time, it is
automatically closed by Connect. However, it remains visible in the list of requests, with
“resolved” status. It is possible to reopen a closed request by requesting a follow-up
which will be sent to the Doxense® support team.
When the status of one of your requests is modified by the Doxense® Support team, you will receive an
email informing you of this change of status.
In addition, you can log onto the Connect portal at any time to track the evolution of your requests.

5.2. Accessing the list of requests
1. In a web browser, enter the URL of the Connect portal: -https:// doxense.zendesk.com/
You will log onto the Connect portal in anonymous mode.

2. Click on the My activities link at the top right.
3. In the authentication box that is displayed, enter your account: e-mail address and password
set by you.

4. Click on Log in.
 You access, in authenticated mode, the lists of all the requests sent, displayed in descending
order. There are 3 lists:
•

l My requests: Includes all the requests that you have sent;

•

l Requests that I receive as a copy recipient: Includes the requests sent by other users for which
you have been designated as a copy recipient;

•

l Organisation requests: Includes all requests sent by the other users of your organisation.
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 Each list has a search engine used to make a search of all the request using a term entered in
the form.
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Each list also has a tool that can be used to restrict the search according to the status
assigned to the requests:

5.3. View the list of my requests
In the My request list, the requests that you have sent are displayed.
You can consult the content of the request by clicking on the corresponding line in the list and
complete it if necessary (see chapter Complete a request).

The request sent is notified by e-mail, as each response made by the Support team is: You are thus
constantly informed of the processing given to your request.
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At each step of the processing, you can complete the initial request (see chapter Complete a request).

5.4. View the list of requests that I receive as a copy recipient
In the Requests that I receive as a copy recipient list, requests sent by another user of the organisation
for which the Support team has designated you as a copy recipient are displayed. This function allows
the person handling the request to send their response to other users in addition to the person who
has made the initial request.

When member of the Support team designates you as a copy recipient, you are notified, by e-mail, of
the response like the person who has made the initial request.
As a copy recipient, you are authorised to complete the request (see chapter -Complete a request),
like the person who has made the initial request.
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5.5. View my organisation’s user requests
In the Requests from the organisation list, all the requests sent by your organisation’s users are
displayed. As a user of an organisation, you are not notified of the initial requests sent by the other
users (unless you are designated as a copy recipient by a member of the Support Team),

You have the right to view all these requests and to complete them if need be. (see chapter Complete
a request).
When you complete a request originally sent by another user, this user is notified by email.
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6. COMPLETE A REQUEST
6.1. Introduction
You can complete a request at any time by providing additional details or by adding an attachment.
Where several users of the same organisation can make requests, each user can complete the
requests of the other users. In this case, the name of the person displayed in the list is that of the
person who initially made the request, even if it has been completed by other users of the
organisation.

6.2. Access to the form
1. In the list of requests, click on the title of the request to be completed:
2. In the form that is displayed, enter the additional information in the blank field and/or
associate a file with it as an attachment.

3. Click on Submit in the entry field to validate the additional information.
 An interface is displayed in which your initial request and the additional information is listed.
In the upper blue banner, a message informs you that your additional information has been sent.
In addition, each response made by the Support Team is notified to you by email. You are therefore
informed of the progress of your request even if you are no longer connected to the Zen portal desk.
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6.3. Provide a response to a request
When a request is displayed with “Awaiting your response” status, this means that the Support Team
has suspended processing it. It can only continue its work with additional information or a response
that you will need to provide.

1. Click on the words indicating that a response is awaited:

2. Read the question or the message that has been sent to you by the Support
Team.
3. In the entry area, provide the required additional information or a direct
response.
4. Click on Submit to confirm your response.

An interface is displayed in which your initial request and all the exchanges between you and the
Support team are listed. In an upper blue banner, a message informs you that your response has been
sent.

19

In addition, each response made by the Support Team is notified to you by email. You are therefore
informed of the progress of your request even if you are no longer connected to the Zen portal desk.

All requests, whatever their status, can be tracked, supplemented or modified. You can
therefore renew a request considered to be “Resolved” by the Support Team. In this case,
the status of the request once more changes to “Open”.

7. CLOSE A REQUEST
7.1. Principle
When a member of the Support Team has processed your request and considered it to be Resolved, it
remains displayed in the list of requests for 7 working days.
If you do not take any action on the resolved request in this period, it is then automatically closed. It
however remains displayed in the list of your requests, with Resolved status.

7.2. Reopen a resolved request
In the 7-day period before closing the request, you can view it and reopen it if necessary.
To reopen a resolved request:
1. Access the list of requests;
2. Click on the request that you want to reopen:

3. In the entry, complete the initial request;
4. Click on Submit to confirm the additional information:
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 The request then returns to “Open” status until it is resolved.
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7.3. Request follow-up for a closed request
After the 7-day period, the request is closed. You can view it, but can no longer add a comment to it.
Nevertheless, if you want to reopen it, you can request its Follow-up. In this way, it is associated with
a new request.
To create the follow-up for a closed request:
1. In the list of your requests, click on the closed request:

 You access the summary of the steps of your request. As a conclusion, it is indicated that the
request is closed for any comments, but you can create a follow-up.
2. Click on Create a follow-up.You access the request form which includes the number, the
subject and the description of the initial request for which you are requesting a follow-up.Click
on Submit to confirm your follow-up request.
3. Complete the form, specifying the reason for which you are requesting the follow-up of the
initial request.
4. Click on Submit to send your follow-up request.
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 Your follow-up request is entered into the list of your activities displayed on the Connect portal.
While the request has not been resolved, the status attributed to it is Open or Awaiting a response.
In addition, you will receive an email confirming you have sent your request to the Doxense®
Support team.
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