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STANDARD OPERATING PROCEDURE 
(SOP) 
HaloFort Support Tool — Ticket Logging & Closure 

Smart Class Project Punjab (Android IFP Devices) 

KS Smart Solutions Private Limited 

Document Version 1.0  |  July 2026 

I) Complaint Registration Process – Through Calling Helpdesk 
Complaint Logging Process 

Step 1 – Call the Helpdesk 

The respective location School Teacher / Principal or Admin can raise the Complaint by calling 
our Helpdesk.  

膆 Save the Complaint Reference Number shared by the Helpdesk Team for future follow-up. 

 For any assistance with ticket registration, follow-up, or closure, the following support channels 

are available: 

CHANNEL DETAILS PURPOSE 

Support Portal emm.pb-ict.ikshana.com/support Ticket registration, tracking, 
reports 

Helpdesk Number 
(IFP) 

9843131312 Telephonic assistance & 
follow-up 

  



Note: Save the Ticket Number shared at the time of registration for all future follow-ups. All automated 
notifications (ticket confirmation, resolution, and OTP) are sent from 

support@ssapunjab01.onmicrosoft.com  This is a notification-only address and cannot accept 
incoming email. All support assistance is provided through the Helpdesk number and the Support Portal. 

Step 2 – Executive Receives the Call 

After connecting the call, the Helpdesk Executive will register the complaint in the complaint 
management system. 
The school representative should explain the issue properly and provide all required details for 
quick support and resolution 
  

📋 Mandatory Details Required for Complaint Logging 
The following details are compulsory while registering the complaint: 
Field Description 

Ticket Overview  

Title: Short, descriptive summary of the issue 

Category: software or Hardware 

Issue Description: Steps to reproduce, expected and actual behaviour 

Additional Comments: Any supporting information or next steps 

Device Details  

IFP Serial number: 

Search by device name — device and group details auto-
populate 
(For Example: ZQD01SC0016051A8294700) 

User Details  

Name of Complaint Person:  

Primary Contact Number:  

School Name & Address  

School Name:  

UDISE code:  

Address:  

District:  

State:  

City:  

Postal Code:  



II) Complaint Logging Through Email 
Complaint Email ID 
All complaints related to faulty Devices must be sent to: 

📧support@ssapunjab01.onmicrosoft.com  

  
Complaint Logging Process 
Step 1 – School Sends Complaint 

The school representative will send an email to 
support@ssapunjab01.onmicrosoft.com with all required details. 
 

Step 2 – Helpdesk Receives Complaint 
The Executive/Helpdesk Team will check the complaint received through email. 

Step 3 – Complaint Verification 

The helpdesk team will verify: 

·        Complaint details 

·        Serial number 

·        Contact information 

If any information is missing, the school may be contacted for clarification. 

Step 4 – Complaint Acknowledgement 

After successful verification, the Executive will reply to the same email confirming that the complaint has been 
logged. 

The reply may include: 

  

·        Complaint Reference Number 

·        Complaint Status 

·        Expected action/update 

 



Step 5 – Further Coordination 
The concerned technical/support team will coordinate with the school for resolution of the issue. 

Email Format: 
Dear Sir/Madam, 
This is to inform you that the Device installed in our school is faulty and requires support. (Description 
about the issue) 
 

Please find the complaint details below: 

Field Description 

Ticket Overview  

Title: Short, descriptive summary of the issue 

Category: software or Hardware 

Issue Description: Steps to reproduce, expected and actual behaviour 

Additional Comments: Any supporting information or next steps 

Device Details  

IFP Serial number: 

Search by device name — device and group details 
auto-populate(For 
Example:ZQD01SC0016051A8294700) 

User Details  

Name of Complaint Person:  

Primary Contact Number:  

School Name & Address  

School Name:  

UDISE code:  

Address:  

District:  

State:  

City:  

Postal Code:  

 
Kindly log the complaint and provide necessary support. Regards, 

[Name of School Representative]  
[Designation] 
[School Name] 



III) SMS Complaint Registration Process 

Schools can register complaints regarding faulty Devices by sending an SMS to either of the 
following Helpdesk numbers: 

Helpdesk 1: 7305146333 

SMS Format: 
 Type the message in the following format: 
 

Complaint Description: 
 

Field Description 

Ticket Overview  

Title: Short, descriptive summary of the issue 

Category: software or Hardware 

Issue Description: Steps to reproduce, expected and actual behaviour 

Additional Comments: Any supporting information or next steps 

Device Details  

IFP Serial number: 

Search by device name — device and group details 
auto-populate(For 
Example:ZQD01SC0016051A8294700) 

User Details  

Name of Complaint Person:  

Primary Contact Number:  

School Name & Address  

School Name:  

UDISE code:  

Address:  

District:  

State:  

City:  

Postal Code:  

 



Complaint Logging Process: 
  

1.  The school representative should send the SMS in the prescribed format to either 
Helpdesk number. 

2.     The Helpdesk team will verify the details received. 

3.     Once verified, the complaint will be registered in the system. 

4.     The concerned technical team/service partner will be informed for further 
action. 

5.     The school may be contacted for additional information, if required. 

Note: Please ensure that the IFP Serial number and contact details are entered correctly to avoid delays 
in complaint resolution. 

 
Example: 
Ticket Overview  

Title: Device not working 

Category: Software 

Issue Description: Device not working 

Additional Comments: Not working 

Device Details  

IFP Serial number: ZQD01SC0016051A8294700 

User Details  

Name of Complaint Person: Rajkumar 

Primary Contact Number: 9876543212 

School Name & Address  

School Name: GHS BHALLA PIND 

UDISE code: 3020302302 

Address: Village Bhalla Pind, Harsha Chhina Block 

District: Amritsar 

State: Punjab 

City: Bhalla Pind 

Postal Code: 143112 

 
 
  



IV) Complain Registration Process – Through Web portal 

To register a complaint, you must first log in. If you do not already have login 
credentials, you will need to create a username and password. The Login can 
be created by helpdesk. 

Schools requiring portal complaint logging credentials may contact the 
Helpdesk for the generation of their respective school's logging Username and 
Password. 

PMU Helpdesk Contact Details: 

* Helpline:  9843131312 

* Email support@ssapunjab01.onmicrosoft.com   

To create your username and password, please provide the following details: 
 

 
 

Step 1 — Login to the Support Portal 
•   Open the HaloFort Support portal using the URL and login credentials provided for your 

institution / district. 

•   URL: https://emm.pb-ict.ikshana.com/support/#/dashboard 

•   Enter the registered Username and Password and press the Login button. After logging in, the 
Help & Support dashboard will be displayed. 
 



Username – naresh@kssmart.co (Only for reference purpose) 
Password –naresh@123              (Only for reference purpose) 

 
 

 
 

Step 2 — Create a New Ticket (Add Ticket) 

In the Help & Support module, click the Add Ticket button. The Add Ticket form will open with three 

sections — Ticket Overview, Device Details, and User Details. The Guidelines panel on the right side 

of the screen explains the category and priority options. 

 
 



 
 

Mandatory Details Required for Ticket Registration 
SECTION FIELD DESCRIPTION 

Ticket Overview Title Short, descriptive summary of the issue 

Ticket Overview Category HaloFort (software) or Hardware 

Ticket Overview Priority Low / Medium / High / Critical 

Ticket Overview Issue Description Steps to reproduce, expected and actual behaviour 

Ticket Overview Additional Comments Any supporting information or next steps 

Device Details Platform & Device Name Search by device name — device and group details 
auto-populate 

User Details User Name & Contact 
Number 

Name and primary contact of the complainant 

User Details School Name & Address School name, address, district, state, city, postal 
code 

 Attachments: Supporting files such as photos of the faulty panel, screenshots, or documents can be 
attached using the Drag & Drop / Browse option. Supported formats include images (.png, .jpg, .jpeg), 
documents (.pdf, .doc, .docx, .xls, .xlsx), audio, and video files. 



 

 
 

Step 3 — Submit the Ticket 
•     After entering all mandatory details, click the Save button to register the ticket. 

•     A unique Ticket Number (e.g., T00018) is generated and the ticket status is set to New. 

•     An automated email notification containing the ticket details is sent to the complainant's 
registered email ID and to the support team for further action. 

Step 4 — OTP Entry and Ticket Closure 

The support engineer opens the ticket in Edit Ticket, enters the OTP in the OTP field, and changes the 

ticket status from Resolved to Closed. The ticket is then marked as Closed against that Ticket Number. 

 
Edit Ticket screen — OTP entry and status change from Resolved to Closed 



Step 5 — Re-opening a Ticket (If Required) 

If the issue persists or the resolution is unsatisfactory, the end user can have the ticket status changed to 

Re-Open instead of sharing the OTP. The support team will then re-investigate the issue, and the same 

resolution and OTP closure cycle will follow once it is fixed.  

8. Important Notes 

•     Ensure the Device / Panel Serial Number and contact details are entered correctly at the time 
of ticket registration to avoid delays in resolution. 

•     The OTP is valid for 10 minutes and can be used only once. If it expires, a new OTP can be 
regenerated from the system. 

•     Share the OTP only with the service engineer / helpdesk executive, and only after confirming 
that the issue is resolved. 

•     If you did not request an OTP, ignore the message or contact the IFP Helpdesk immediately at 
9843131312. 

•     Device health alerts and scheduled reports can additionally be configured from the portal for 
proactive monitoring. 


