HEROTEL How To Troubleshoot Mailbox Scraping

Mailbox scraping is a setup that reads emails from a designated email address and then
processes them the way you want to use the email address for. Emails can be forwarded,
ignored, deleted, or made into a help desk ticket.

Mailbox scraping can be found at Setup, System Settings, Mailbox scraping.

HeroTill has the ability to automatically intercept support emails so as to allocate them to a
support department.
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This is the mailbox folder that we should fetch mails from.

YES

YES

Forward Message to Address below &

Forward Message to Address below
Passthrough Forwarding Address

Ignore the Message

Excluded Domains Create a Ticket with no Customer assigned

Delete the Message

separate multiple domain names

Active YES

Stipulates weather the cron-job will fetch this mailbox when selecting mailbox's
to scrape.

Start Date 2016-06-01

The first Date that we should start checking mails from.

Mailbox Type Helpdesk Tickets "
Default Helpdesk Ticket Department J Sales v
Default Helpdesk Ticket Category |\ ¢ v

If the person who is emailing’s contact details already exist in HeroTill, the ticket will
automatically be assigned to this customer.

If the customer does not exist, HeroTill can forward the email to a generic address so that
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the ticket can be allocated.

Alternatively a ticket can be created with no customer assigned if the email does not belong
to a customer. Then the “Create a Ticket with no Customer assigned” option should be
selected.

The customer can then be assigned manually when a ticket has been created.
There is a log file for troubleshooting this feature to see what happened to mail received.
See the screenshot below:

Mailbox Processing Log QY o Foen|
Show n j Rows Sea.lch. Copry Cofumna l-per::rhm np::;m- o/ Hide
Date 1£ Frem Cusiomer Ticket Subject Staius
2016-06-06 1303:02 i - - [R— - - /Forwurdununmn'ldud mail n u
2016-06-08 130518 s i -- 220 - - Created a new Ticket [=[=]a]a]
2016-06-06 13:34.58 sl - 2 - - - - - - - v - Created a new Ticket (== ]a]a)
- —
2016-06-06 13:40:05 .- - - ] - — ~ . - = - - Received Reply 1o Ticke! n E u
2018-06-06 13:41:23 i -— . e - — — . - - Created a new Ticket (== ]a]a)
2016-06-06 134255 - - - - — - Forward on unmatched mail [ [ 51 10
20160606 13:44:37 v — . S—— Forward on unmalched mall n u
2016-06-07 09:30:48  Imed @ hrated.com - — Forward on unmatched mail [ a
2016-06-07 09:33:26  imelsr@ gmad com - . 22 - — — - - " Created a new Tickat u“ﬂu
2016-06-07 19:43:45  imelsr®gmail.com - e - - — - - — Created a new Tickat u E u
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