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This document enlists the step-by-step guide on
how to use the Helpdesk Portal
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1. Helpdesk portal view for Logged-in Member

1.1. Logged-in Member

A user who is already logged-in using existing credentials in the NSE Digital Portal
(https://digitalexchange.nseindia.com) and wishes to access the Helpdesk Portal.

1.2. Helpdesk Homepage

A logged-in member will be redirected from NSE Digital Portal
(https://digitalexchange.nseindia.com) after selecting the Helpdesk option on the top
right corner of the NSE Digital Portal page.

D NSE | oigital ortal

Home

#®  Welcome back

Dashboard view
e @ Workspace 1

Regatory €8 Rearmange or edit your workspace
]
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KMP Edit Details

AP Requests
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KMP Edit Details

Added 0
Cancelled 0 07234213
©ceo0o00 0000000 KMP Deletion
o0
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a Knowledge Hub A 9 eques KMP Edrz Detalls

Once redirected to the Helpdesk Portal homepage, the following view shall be visible to
members.
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________

****** Mumber Task type  Short description  Priority

FAQS on NSE Test Market Ervironment for Members CSO001T94  Case BGL 3

o Sorvices « de e o M
+ FAQs on Non MEAT Front End Registration Process CSOM01785  Case Test !
, Mo,

Below mentioned is the description of highlighted sections on the above Homepage
screenshot:

1.

2.

3.
4.

User can click on the ‘Tours’ button which is a step-by-step virtual guide to help
Member get familiarized with the Helpdesk portal

‘Choose a Category’ section displays Knowledge category to help search relevant
articles as per member’s query

‘Featured Topics’ Section displays most viewed FAQs and topics

‘Recent Queries’ section displays list of recently created cases by the user

1.3. NSE Digital Portal Tab

On clicking this option, the member will be redirected to the NSE Digital Portal.

1.4. Home Tab

On clicking this option, the member can come back to the Helpdesk homepage from
anywhere in the Helpdesk portal.

1.5. Knowledge Portal Tab

On clicking the knowledge portal button, the member is redirected to the knowledge
portal, where one can browse all knowledge articles or as per the users' query. The user
can also search knowledge articles using the search bar at the center of the knowledge
portal.
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HCirculars  Tour e XXXXX
| B
Q 1 2
= ————
Knowledge
Portal
B
Raise a Request
Choose a Category 42 Results Sortby | Views v Newest Alphabetical
NMF-Il Support = E Defaulters Section-FAQ
NSE Academy Customer Service | Regulatory > Investor Services > Services > DC Claims > Claim status
Defaulters Section - FAQ 1. What is the difference between a complaint and a claim? A complaint is against a trading m
Regulatory ember who is an active member i.e a member who continues to trade on the Exchange. A claim is against a trading m...
Trading & Access Services E FAQs_for_Listing_of_Commercial_Papers_26112019
Customer ry > Listing Compliance and Approvals > Listing Approvals > Debt > Debt Application-In
principle inal Listing

The members can navigate to knowledge portal and see their bookmarked articles and
search history. The user can also read an article by searching or by choosing a category.

QO NSE o 30000
Registration Process Q FAQ - Additional Segment Enablement ~
Trading & Access Services « tomer Service rading rvices > Access 1o Markets > Enablement
Digital portal "
FAQ's On Additional Segment Enablement Version 1.0 December, 2019 Disclaimer: “This document/FAQ ha
s been drafted in order to ease Member's/reader’s understanding of the subject matter. The information and/ or cont...
0 FAQs on Proprietary Trading
Home . " .
Trading & Access Service E NCFM FAQ's
o Customer Service | NSE Academy > NCFM
( Continuation Sheet ) Continuation Sheet NCFM FAQ’s 1) Who can take NCFM Module's? - Anyone who is keen in learnin
Knowledge FAQs on e-OFS c
Pox g value of investing and financial markets may take NCFM Certification, There is no eligibility requirement with regar...
Trading & Acc Services «
(4 E FAQs on Activation of Scenarios
Raise a Request Customer Service | Trading & Access Servic Access to Markets > TCP IP Scenario (Connectivit
. FAQs on Activation of Scenario Version 1.0 August, 2020 Disclaimer: “This document/FAQ has been drafted in orderto e
@ | ase Member’s/reader’s understanding of the subject matter. The information and/ or content (collectively ‘Informatio...
My Bookmarked Articles |
My Requests |
"""""""""""""" FAQ'S on NEAT User IDs
% ACH Registration Process-Investor
Customer Service | Trac A vic AC ke ser id i
Contact Us FAQ'S on NEAT User IDs * About User IDs - Activation, Certification and Validity - Shifting of User IDs  Version 2.0 July
FAQS - Trade Drop Copy Facility 2020 Disclaimer: “This document/FAQ has been drafted in order to ease Member's/reader’s understanding of the su...
Authorize Users Authorized Person - FAQs E Rights Entitlement- FAQs
View All R Y e
FAQs on Rights Entitlement trading What is Right Entitlement? Aright is issued by a company to its shareholde,
s on a pre-determined date called the record date. Rights entitlements are offered to shareholders as a ratio to the nu... -

The member can view the document by clicking on the article name. There are various
options such as bookmark, download, rate, and comment on the article. Additionally,
members can also mark the article as helpful.
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| FL  Click here to comment to this article.. ]

1.6. Raise a Request Tab

A logged-in member can create a case by clicking on the Raise a Request Tab. Member
needs to fill in the required information in the mandatory fields i.e. department,
category, sub-category and description. Members may also add attachments if needed.
Upon clicking submit, a case is created on the Helpdesk Portal for the selected query.

= XXXXXXX
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1.7. Case statuses and available functionalities

1.7.1. Case status - ‘New’

Before the case is assigned to a helpdesk executive, the status of the case in the
Helpdesk portal will reflect as ‘New’. The functions available in helpdesk portal for a
case in status ‘New’ are listed below.

a. Edit a case

The member can modify details like category, sub-category and short description fields.

= XXXXX

Ticket Fields detsity

@

XXXX

Comact upedated
_— XXXXXX
XXXXXXXXXXX
i Amsehments

b- Cancel Case: Member can cancel a case having status as ‘New’ using the ‘Cancel
Case’ button.
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B Circulars T e XXXXXX
» New » Open » Awaiting Info » Resolved » Closed » Cancelled User Actions
= UserIDis disbled. Please guide. V4
End user case
First Name Of Customer Last Name Of Customer Case details
XXX XXX
Number Priority
Mobile Phone Email Id €50001029 3- Moderate
Raise a Request
XXXXXX XXXXXXXXX com state Account
New ZERODHA
State * Category BROKING
New " Application related LIMITED
& Contact Updated
Contact Us * Department * Sub-Category XXXXXX just now
Trading & Access Services v ENIT
Sub-Category 2
Attachments
User id Request -
* Short description e
Drop files here
User D is disbled. Please guide. propies e

1.7.2. Case status - ‘Open’

Once a case gets assigned to a Helpdesk executive, the executive details are updated
and the status of the case is changed to ‘Open’ in Helpdesk portal.

1.7.3. Case status - ‘Awaiting info’

In-case the helpdesk executive requires additional information from the member
regarding the case, the executive changes the status of the case to ‘Awaiting info’. The
executive also updates the information required from the member pertaining to the
case.

Cases where status is ‘Awaiting info’ are visible in the ‘Action Needed’ link in ‘My
Requests’ Tab.
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sytaes relied N s

Rowsl-1efl

On clicking a case in ‘Action Needed’ section, the member can view executives'
comments regarding information or document/screenshot required from the member.
Accordingly, the member can enter the information/suitable remarks in the Activity
section and click the ‘Post’ button.

Further, the member can also share documents/screenshots/files, following the process
below:
e Click attach button and browse file that needs to be uploaded or drop file directly
in the drop file section
e Press ‘Save’ button

Member provided information and/or uploaded documents/screenshots/files along with
remarks will be visible to the executive to whom the case is assigned.
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Attachments

XXXXXXX [

MK (o]

Circular Number 11083 l
XXXXXXX
MK ©about a month ago

CS0001705 Created

Save (Ctrl +5)

1.7.4. Case status - ‘Resolved’

The executive will update the status of the case as ‘Resolved’ after members’ query has
been addressed. Member has an option to re-open the resolved case within 3 working
days, if the resolution is not satisfactory. This can be done using the ‘Re-Open Case’
button after selecting the case.

Bl circulars Tours AK XXXXXX-
» New » Open » Awaiting Info ¥ Resolved » Closed » Cancelled User Actions
= UserIDis disbled. Please guide. 174
End user case
First Name Of Customer Last Name Of Customer Case details
XXXt XXX
Number Assigned to
Mobile Phone Email Id €50001029 XXXXXX
XXXXXX XXXXXXXKXXom Priority state
3 - Moderate Resolved
My Requests State * Category
Account Contact
Resolved v Application related v ZERODHA YXXOXXXX
& BROKING
Contact Us * Department * Sub-Category LIMITED Updated
1mago
Trading & Access Services v ENIT
Sub-Category 2
Userid Request \ Attachments
* Short description e
User D is disbled. Please guide. Drop files here
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1.7.5. Case status - ‘Closed’

A case having status ‘Resolved’ is changed to ‘Closed’ after 3 working days. Closed cases
cannot be Re-opened.

1.8. My Requests Tab

Members can click on ‘My Requests’ tab to access the below 3 functions:

1.8.1. Request History

All historical cases created by a member is visible in ‘Request History’ option under ‘My
Requests’ tab. Here, members can check the Department, Category, Sub-category,
Created Date, Updated Date, State of all cases.

O NSE - XHOXK

Filter = Cases Q

Action Needed

- Number Department Category Sub-Category Created  Updated State Closed Short description
Knowledge
Member Requests
Portal
CS0001712  Trading & Continuous Live Market 2021-08-  2021-09-27 Open abc
B Access Markets Services 03 23:.07:14
Services 14:33:20
CS0001794 Investor Services Query 2021-09- 2021-09-27 Open BGL
Services 27 22:10:16
22:07:29
C€S0001785 Trading & Access to Changein 2021-09: 2021-09-20 Cancelled  2021-09 Test
Access Markets Clearing Member 20 09:20:02 20
Services 09:19:37 09:20:02
€S0001782 Trading & Continuous Test Market 2021-09-  2021-09-17 Resolved test market query
Access Markets Services 17 11:09:48 -
Services 10:34:50 g
€S0001705 Trading & Circulars Files -Master or 2021-08- 2021-09-17 Cancelled  2021-09: abc
Access related or Member or 02 11:04:56 17

Historical request of the user i.e. Calls, Emails and Helpdesk Portal are visible in 'Request
History’'
1.8.2. Action Needed

As described in point 1.7.3, members may take appropriate action on a case.

1.8.3. Member Request History (Only visible to Super user)

Admin user of NSE Digital Portal is the Super user in the Helpdesk Portal. A Super User
can view all the cases/requests raised by all users under the Member by clicking the
‘Member Request History’ option in the ‘My Requests’ Tab.
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Filter = Cases Q
Knewledge
sy My Requests
>
Action Needed
Number Department  Category Sub-Category Created  Updated »  State Closed  Short description
CS000T020  Investor Services Complaints 2021-05- 2021-05-28 New aa
Services 28 15:09:25
15:09:23
CS000691T  Listing Application or Others 2021-05- 2021-05-08 News asfasdf
Compliance system related 08 11:12:54
11:12:51
CS0006%05  Investor Others Others 202105~ 2021-05-07 Open yuuy
Services o7 12:44:51
12:44:4%
CS000E85T  Trading & AccesstoMarkets  ChangeinClearing  2021-05-  2021-05-05 New abed
Access Member 05 13:06:22
Services 13:06:1%
CS0006702  Clearing & Application or Others 2021-05- 2021-05-02 New hjvjh
Settlement system related 0z 20:38:18
20:38:16
- CSODOEETS  NMF-II 1IN Queries Addition of Bank  2021-05-  2021-05-02  Open asdighkl o

Historical request of the member i.e. Calls, Emails and Helpdesk portal are visible in
'‘Member Request History'
1.9. Contact Us page

On clicking the ‘Contact Us’ button, the user will be redirected to the page where user
can view the contact information for all the Helpdesks.

we XXXXXX
Contact Us
Digital portal
o Trade Helpdesk /| Member Services Helpdesk Clearing Support
Home Operating Hours : Mon - Fri (8 AM - 2AM) Operating Hours : Mon - Fri (8 AM - 9:45 PM)
Email : 1 ! Email:
Phone No. : 1800 (Select IVR option 1) Phone No. : (Select IVR option 2)
Listing Compliance Member Compliance
Operating Hours : Mon - Fri (9 AM - 7 PM) Operating Hours : Mon - Fri (9:30 AM - 5:45 PM)
Listing Compliance : Email
Listing Approvals : t t Phone No. : (Select IVR option 3)
Phone No.: (select IVR option 4)
Investor Services NMF-II Support
Operating Hours : Mon - Fri (9.30 AM - 5.45 PM) Operating Hours : Mon - Fri (3:30 AM - 6 PM) for calls and Mon - Sat (9:00 AM - 6 PM) for
) emails (2nd and 4th Sat are off)
Email:
Email :
Phone No.: (select IVR option 5)
phone No &

Page 12 of 16



‘\ NSE USER MANUAL
Helpdesk Portal
SN P

1.10. Authorize Users (Only visible to Super User)

Admin user of NSE Digital Portal is the Super user in helpdesk portal. Super user needs
to navigate through the left pane and click on ‘Authorized users’ button.

As an initiative to improve ease of accessibility to Trade helpdesk the Exchange has
facilitated authentication of up to 15 dedicated users through the Helpdesk portal, thus
enabling calls from these contacts to connect quickly to Trade helpdesk executives on
the toll-free number 1800 266 0050 IVR option 1, as compared to unauthorized users.

Super User may add/edit users using the Add New/Edit button (for changes in email id,
mobile number of an existing user) available in the ‘Authorized Users’ tab. Users may
use the Unauthorize button to remove users from the list.

Any updation under the “Authorise users” tab shall immediately be saved in the system
upon being submitted. However, it may be noted that it can take up to 24 hours for this
information to be updated and activated/deactivated in the Exchange systems.

0 XXXXXX

uer
0 15 users in authorized list
Email Phone Account Action
XXXXXXXXom XXXXX XXXXKXXXXXXXX
XXXKXXXX <o XXXXX XXXXXXXXXXXXX

Rows1-2of2

2. Helpdesk portal view for Non Logged-in Member

A user visiting the Helpdesk portal homepage without logging in from the Digital Portal.

The Helpdesk portal homepage can be accessed by clicking the ‘helpdesk’ button
appearing on the top right corner of the pre-login screen of the Digital Portal.
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Back to Login Options

9

Welcome to Customer Support

Search for an answrer or browse topics below

Knowledge
Portal
Q
&
Contact Us
Choose a Category Featured Topics Quick Links
NMF-Il Support FAQs_for_Listing_of_Commercial_Papers 26112019 * Read articles related to different departments in
Regulatory « # s knowledge portal
NSE Academ * Check latest circulars
Y asst_Arbitration_FAQs & Register yourself to create support ticket Click
Regulatory Regulatory - k% here
# Login to raise a support ticket or track previous
Trading & Access Services FAQ_SHP tickets Click here

Regulatory »

A non-logged-in member will have access to the Knowledge portal tab and Contact us
tab on the left tabs of the screen as illustrated above. However, the below
functionalities are not available to Non-logged in Members:

e Raise a request

e Request History
e Authorize User
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In order to access the above functionalities, the user shall click the login button as
illustrated in the previous screen and shall be re directed to the further enter log in
credentials after selecting ‘NSE Digital Portal Login’ button as per the screen shot
illustrated below.

Login using helpdesk credentials Login using parivartan portal credentials
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3. NSE Chatbot

User can click on Chatbot Icon on the bottom right of the screen to connect with Al
powered NIVA chatbot to get answers to their queries.
Some features of NIVA Chatbot are as follows:

1. Interactive

2. Customer Engagement

3. Dynamic search based on user type

4. Seamless Experience

QO NSE .

= NVA ¥ X
C !

q l Welcome to Customer Suppor
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