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Client Support & Management

> Benefit from a single pane of glass - unified

I n g e interface to view and manage all of the services

and customers. HostBIll provides a centralized

means of control with perfect visibility into your

a n e Of I ass resources. Log in once and access all the tools
you need to do your job.

HostBill

Have the whole process
streamlined to save time,
minimize frustration and unity
your organization.
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Client Support & Management | Single pane of glass

Manage various services from
a single dashboard

With HostBill you have the ability to manage the whole variety of your services and do all
necessary work using one graphical user interface. The unified display on a single
screen provides all the metrics and status information required to effectively manage
the services. With unified management tools you have the visibility and governance over
multiple services, ability to enforce security policies all at once and control the costs -
with server/app cost and revenue feature you can set monthly costs of each server
connected to HostBIll and have the app revenue automatically calculated to easily check
which server brings you most profit or loss.

HostBill

ACCOUNTS
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ORDERS & ACCOUNTS
SERVICE PRICE
COLOCATION $20.00 USD
4GB CLOUD $200.00 USD
SSL CERTIFICATE $14.00 USD
PREMIUM HOSTING  $ 190.00 USD
PREMIUM HOSTING  $ 190.00 USD
COLOCATION $20.00 USD
4GB CLOUD $250.00 USD
COLOCATION $20.00 USD
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STATUS

CANCELLED

ACTIVE

ACTIVE

PENDING

CANCELLED

ACTIVE

PENDING

ACTIVE




Client Support & Management | Single pane of glass

All client information in one place

#1 - JOHN DOE
Have all the necessary client data gathered from multiple applications into a single CLIENT PROFILE CONTACTS ORDERS SERVICES DOMAINS INVOICES RECURRING INVOICES ESTIMATES TRANSACTIONS TICKETS LOGS PROFILE

display. With centralized, service-centric view you can easily know what resources were
being used, by whom, how and when. Have the full visibility across the entire business
network including affiliates and client contacts, track all client actions thanks to HostBiIll

system logs and quickly create and modify access control.

HostBill




Client Support & Management | Single pane of glass

Independent software —
with compregensive set of business tools wme | we | an | emorod | arem | moews | woems | emer | oo

TOOLS

ACTIVATE

Multitude of integrations, plugins, tools and features make HostBill a truly ACTIVATE
comprehensive solution that has literally anything to get you up and running with your
business. It's an all-in-one business software for managing clients, providing customer
service and support, billing, invoicing and payment processing and managing services

ACTIVATE
and resources - with many of the processes automated for your convenience.
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Client Support & Management

Multi

channel
support

HostBill

Providing different methods of communication for
your customers to reach you and answering all
enquiries with the same level of professionalism
and agility is what your customers expect from
you. Multi-channel support - offering multiple ways
of communications not only increases customer
satisfaction and customer retention but also
boosts your brand's image and credibility.

At HostBill we give you the
opportunity to serve your clients in
a Vvariety of ways that are
convenient and effective.
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Client Support & Management | Multi-channel support

GET SUPPORT

Variety of support channels

g SUBMIT A TICKET @ SEND AN EMAIL @ OPEN LIVE CHAT @ SEARCH THE KNOWLEDGE BASE @ SEE INFO PAGES
I

With HostBill you can provide your customers with support through our powerful
ticketing system integrated with incoming and outgoing emails, use Live Chat to engage
website visitors to communicate with you in real-time, so you can assist with purchases
and provide live support or offer client self-service through articles in a knowledge-base
or info pages. Basically, the idea is to be as customer-centric as possible giving every
customer the chance to interact with your company in the channel they prefer.

HostBill




Client Support & Management | Multi-channel support

s
Cohesive and integrated support service GET SUPPORT

SUBMIT ATICKET SEND ANEMAIL OPENLIVECHAT SEARCH THE KNOWLEDGE BASE SEE INFO PAGES
—

The challenge is not only to be accessible in multiple support channels, but also to
deliver consistent and an integrated service quality through these channels. With

HostBIll customization features you can provide a unified brand experience so that

l‘\

Having everything centralized in a single platform makes it easier for your team to work

customer can switch between multiple channels yet still experience quality of service.

comfortably, and to deliver quick answers. No need to spend valuable time switching YOU'VE GOT NEW TICKET
FROM JOHN DOE
between channels to gather information - everything you need is right here in your

HostBill admin area. NEED HELP PLEASE

REPLY

HostBill




Client Support & Management | Multi-channel support

Multiple support tools

SUPPORT TOOLS

PRIORITY SUPPORT TICKETING SYSTEM
OO0 M

AAAm
0000

ACTIVATE ACTIVATE < 7

The extend core HostBIll support functionalities we also offer a range of support plugins.

Support PIN plugin simplifies the process of providing phone support, enabling easy client
verification during phone support. Priority Support module allows you to sell priority
support as recurring service in automated fashion. Support Fields plugin is an addition to

END OF SHIFT REPORT @
o—

o= > il
o= o

SUPPORT FIELDS

HostBill Ticketing System that enables to organize and manage tickets more efficiently

and to reduce spam messages. Using Support Fields you can create forms consisting of ACTIVATE

an unlimited number of fields that your customer needs to go through before submitting

the ticket.
SUPPORT PIN TIME & PERFORMANCE TRACKER

X X X

HostBill



Client Support & Management

Powerful

Ticketing
System

HostBill

Get your support team to be organized, focused,
efficient and effective with HostBIll flexible and
automated helpdesk software. The Ticketing
System Ul integrates seamlessly into HostBIll
admin panel ensuring your staff members will
have all customer tickets at their fingertips across
all HostBIll sections. Ticketing System can be used
as a channel of communication with both
registered and non-registered customers.

The multitude of ticket
management features will help you
to provide your clients with
exceptional customer service while
extensive  notification  system
ensure quick response time.
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Client Support & Management | Powerful Ticketing System

Host

ALLTICKETS 5 TICKET SECTION

Organizing tickets

CLIENT

Everyone has different methods of work, therefore in HostBIll Ticketing System each
staff member can create their own custom ticket view to customize the workflow. All
support tickets can be easily organised by tags, that enable filtering ticket listing by tag MY TICKETS 3

presence or lack of it. Staff members can also search tickets using HostBill smart search SUPPORT 62

GENERAL 16

feature. Tickets can have different priority levels, assigned by staff or optionally by DT

customer as well and different statuses, that can be customized to fit your industry. You
can also create multiple incoming message filters and check support ticket elements for
common patterns to teach your ticketing system which support messages to pass
through, and which ones to reject.
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Client Support & Management | Powerful Ticketing System

Host

ALLTICKETS 5§ TICKET SECTION

Ticket management

The Ticketing System allows to apply bulk actions to work on multiple similar tickets at
once - just select few tickets and apply a macro to them - no need to go through every
single ticket to escalate or update it! As certain replies are sent more than once - you can
never repeat yourself again - with one click assign predefined reply to ticket, hit ‘send’ and
you're ready for next tickets! Each predefined reply can be stored as macro - create
reusable macros so later with one click you can change ticket status, priority,
assignments, ticket tags, and share ticket. Each staff member can also have their own
custom list of most commonly used macros. Support tickets can be automatically
escalated to higher levels if not responded on time. Escalated tickets can then have

) _ ) _ APPLY MACRO “  DEPARTMENT v SET PRIORITY v STATUS ' ASSIGNTO
automatically applied macros. You can also configure certain departments to auto-close

TAGS

support tickets if no actions has been taken.

HostBill



Client Support & Management | Powerful Ticketing System

Ticket collaboration

To help you better organize your support team work, with HostBIll Ticketing System you
can create as many support departments as needed. Each staff member can be assigned
to a single or multiple departments. Staff members can also be automatically assigned to
work on a thread based on round-robin algorithm. Departments can be accessible
through email and/or web-Ul only. To improve communication, your staff members can
communicate on each ticket thread individually using ticket notes - a mini chat for staff
members to work together on ticket. HostBill provides live updates, so if one staff
member is working on a certain ticket, all other team members will know about it. All
actions taken on the ticket are logged - responses, status changes and more - to give the
management ability to supervise ticket history at any given point.

HostBill

TICKET DEPARTMENTS

DEPARTMENT NAME
SUPPORT
D
G
ASSSIGNED ADMINS

JOHNC

ADAM S -

GREGORY P




Client Support & Management | Powerful Ticketing System

Importing tickets

New tickets can be created by both your customers or your staff inside the ticketing
system. You can also enable email import directly from your inbox to fetch support
emails and automatically turn them into tickets or ticket replies. Emails can be imported
from multiple mailboxes using email forwarding or by allowing ticketing system to log-in
to email to fetch messages. All messages imported from your support mailboxes are
logged for your future reference. Imported messages turned into tickets can be
automatically filtered and scanned to see if a certain ticket macro can be used or to apply
predefined response, change ticket priority, status and more. The system also gives you
the tool to learn what IP the customer sent the email from and what submission method
was used as well as to edit ticket CC list. With our Ticketing System your staff have the
opportunity to reply to support tickets virtually from anywhere: tickets can be replied to
via email which will be then automatically imported into the system.

HostBill

TICKET DEPARTMENTS

IMPORT MESSAGES

EMAIL FORWARDER (PIPE METHOD)
IMPORT FROM TEXT MESSAGE USING MOBILE NOTIFICATION MODULES

REMOTE LOGIN TO MAILBOX (POP METHOD) A




Client Support & Management | Powerful Ticketing System

Ticket notifications

NOTIFICATIONS
Our built-in notification system can notify your staff and/or your customer about new

tickets or events in existing tickets that they have access to either via email or on their CHENTNOTIFICATIONS

mobile devices. HostBIll also enables notifications directly in your Slack channel or on

your desktop. Your staff members can receive notification about all or selected tickets, by
subscribing to ticket email notifications.

@0 MOBILETICKET:NEW

@0 MOBILETICKET:REPLY

HostBill



Client Support & Management | Powerful Ticketing System

#409824 - NEED HELP PLEASE OPEN

Ticket billing

JOHN DOE

If you need to bill your customers for the ticket, you can either send the invoice instantly OKET MESSAGE

or add the charge to the next recurring invoice. As different tickets can be billed
differently, you can create custom pricing for each task type your support team performs.

-—
Additionally, the time spent working on a given ticket can be recorded to enable you to bill I
accordingly. -
-
TIME TRACKING & BILLS
TIME PERIOD DETAILS PRICE BILLING T
2019-10-28 06:00 - 7:00 CONSULTING SERVICES $50.00 USD

BILL PENDING ITEMS

HostBill



Client Support & Management

Team -

oriented
communication

HostBill

The ability to administer and coordinate your
staff, especially when your team is growing,
presents many challenges. As we understand the
importance of team communication, the ability to

effectively delegate tasks and organize your team

work, we've designed a number of functionalities
to help your workplaces operate smoothly.

Increase the efficiency of your
team by proper task delegation
and effective communication

between team members.

1 729



Client Support & Management | Team-oriented communication

Create multiple departments

TICKET DEPARTMENTS
To quickly identify support problems and better serve your customers in HostBIll you

have the ability to create various support departments that focus on solving issues
revolving around specific subject. Each department can have its own settings concerning
notifications, ticket auto-assignments, setting ticket priority, staff response ratings and
more. Divide departments according to their functions (support, billing, pre-sales etc) to

better organize your staff and communication with clients! CUSTOMER SERVICE

HostBill



Client Support & Management | Team-oriented communication

Assign different permission levels
to staff teams

PRIVILEGES

|
[ [ ® ® [
@ @ @ @ @
In HostBIll you can grant your staff members access to different sections and software ® ® ® ® ®
functionalities. Permission levels can be determined individually for each admin or you ® ® ® ®
can group admins and assign them to the teams with predefined permissions/ACL. SUPPORT
Admins assigned to the given team automatically are given the permissions attributed to ® ® ® ®
this team. This way you can easily divide admins into different departments with different @ e @
permission levels, such as billing team, support team, management team, service team Q SECURITY
and more. o o ® ® o
® wmisceLLanEoUS
@ @ ® ® @
® @ @ @
@ noriFicaTions
@ @ ® ® [
@ @ L @ @
[ [ ®
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Client Support & Management | Team-oriented communication

Effective communication tools

ORDER #30 NO. 142668898

Effective communication is crucial to the team’'s success. To help your team ORDER DETAILS

communicate more efficiently you can use HostBill's internal notes system. In HostBIll

admin panel you can attach internal notes to literally any part of the project — a specific D D
L L
ticket, account, domain details, invoice, order etc. The notes can be used to explain tasks, — c—
describe the progress on task completion or to share ideas. You also have the ability to P P
create internal tickets assigned to the customer but visible only for staff members. This G
ORDER NOTES

way your staff can start working on a specific issue related with that customer and inform

the client only once the problem is solved. Collective work and success lessens the INTERNAL NOTE TO ORDER NO #30

G
distance between the team'’s workers and unites the team giving them the feeling that
o

everyone's effort is aimed at the benefit of all.

HostBill



Client Support & Management

When it comes to client information, every piece of increased trust with your team and
data matters. Organizing and managing valuable clients 9 growing positive
information is crucial to understanding clients, o
o . - | reputation, less stress, and a
establishing business relationships and planning
smoother process for every

strategies for business growth. Successfully :
m a n a e m e n managing clients is an ongoing process, but when project you work on.
done right it can have so many benefits for your

Client

business:

HostBill 2 1ss




Client Support & Management | Client management tools

Customize client registration fields

CREATE ACCOUNT

In HostBIll you can create customized registration form and define information required

upon client signup and stored in client profile. Registration form can be easily created

using a range of form fields. The range of options allow you to decide whether or not the COMPANY [ ORGANIZATION V) J
field should be editable, displayed on the invoice or visible for client contacts. You can - )

also define fields that will be available only for customers from selected countries and

those that can be edited only from admin area. To save you configuration time you can EMAIL [ INFO@HOSTBI.OCM OJ

use one of our pre-made field profiles. !

™

PASSWORD [GR%*RE#HJDDEA QJ )

HostBill



Client Support & Management | Client management tools

Organize clients into groups

HostBill comes with a handy feature that allows you to organize your customers into CURRENT CLIENT GROUPS
groups. This option allows you to select certain group of clients and customize group
settings in terms of billing, automation, ordering, support and notifications as well as set

group discount, either on specific products or product categories or a ‘global” discount
PRIORITY SUPPORT

applied to all products.

10% DISCOUNT ON DOMAINS

m IMPORTANT CUSTOMERS

-l— ADD CURRENT CLIENT GROUPS

HostBill




Client Support & Management | Client management tools

Create comprehensive client profile

#1 - JOHN DOE

Cllent proflle in HOStB”I unlfles a” essentlal C||ent InformatIOﬂ lnCludlng OrdeI’S IﬂVOICGS CLIENT PROFILE CONTACTS ORDERS SERVICES DOMAINS INVOICES RECURRINGINVOICES ESTIMATES TRANSACTIONS TICKETS LOGS PROFILE

transactions, services, domains, tickets, contacts, logs and more. To build a complete

client profile you also have to ability to attach files, add notes, schedule calendar events. o R
You can also add items to client invoice queue, send notifications and override automation R o
settings.

CONTACT CLIENT

SEND MESSAGE v D
-

SEND SMS

CLIENT STATS

$3.703.61 USD $ 3.788.66 USD $ 5.247.43 USD $41.35USD

HostBill



Client Support & Management

Features
under

control

HostBill

The difficulty of working with clients is to set a
trustworthy relationship yet with clearly defined
rules and boundaries. With HostBIll you can give
your clients the ability to manage their services in
a limited or more broad role. Have full control
over what your clients have access to when they
log in to your client panel - grant access to certain
elements and functionalities and hide what
clients don't exactly need to see.

Provide

personalized

dCCESS,

satistfy your users and stay in

control.

2 329



Client Support & Management | Features under control

Control service management
function access

Control what features customers will have access to in the client portal when managing
their services. Client Functions availability can differ depending on the product type and
module connected. You can allow customers to manually change billing cycle, control if
the service will automatically generate renewal invoices, manually renew (issue invoice)
sooner for a given service, list related services, display login credentials, display graphs,
change ownership of the service and more. HostBiIll also enables you to control function

appearance in the client portal.

HostBill

SERVICES

2 U COLOCATION

SERVICE DETAILS
CHANGE BILLING CYCLE SERVICE DETAILS
CHANGE OWNER
GRAPHS S
LOGIN DETAILS

MANUAL SERVICE RENEW

METERED BILLING DETAILS

G
G
RELATED SERVICES
SERVICE AUTO RENEWAL
D
MANAGE IP
PDU REBOOTS

REVERSE DNS



Client Support & Management | Features under control

Set different client privileges

In HostBiIll, set of configurable permissions enable you to decide whether or not to allow
clients to perform certain actions such as cancel unpaid invoices, cancel service with
unpaid invoice, control invoice merge settings, control automatic credit application, add
contacts, view credit log, display canceled or terminated services, set IP access rules,

manage ssh keys and more.

HostBill

GENERAL SETTINGS

CLIENT PERMISSIONS

ALLOW CLIENT TO ADD CONTACTS o YES NO

ALLOW CLIENT TO CONTROL INVOICE DELIVERY METHOD o YES NO

ALLOW CANCELING UNPAID INVOICE FOR NEW ORDER o YES NO

ALLOW CUSTOMER TO CONTROL INVOICE MERGE SETTINGS



Client Support & Management | Features under control

REGISTER NEW CUSTOMER

Full control over client profile HiSteers

EDIT PROFILE LOGIN AS A CLIENT

#1 - JOHN DOE

CLIENT PROFILE CONTACTS ORDERS SERVICES DOMAINS INVOICES RECURRING INVOICES ESTIMATES TRANSACTIONS TICKETS LOGS PROFILE
Admin area grants full access to client profile enabling staff members with relevant level
of privileges to browse and edit client information, perform certain actions on behalf of the =
client and even log in as a client to view the client area from the point of view of the -

—_—

customer, giving you all valuable client information.

CLIENT
GROUPS

REGISTRATION
FIELDS

HostBill



Contact

Should you have any questions please contact us at
https://hostbillapp.com/contactus/

HostBill



