Revolutionizing B2B Support: Bonrix Cloud-
Based Ticket Management System for
Manufacturers

Introduction: Empowering Manufacturers in the Consumer
Electronics and Instrumentation Sector

At Bonrix Software Systems, based in Ahmedabad, Gujarat, India, we specialize in crafting
innovative software solutions tailored to the unique demands of modern businesses. Our
flagship offering, the Bonrix B2B Ticket Management System (TMS), is a robust, cloud-
based web application designed specifically for manufacturers of consumer electronics
and instrumentation devices—such as laptops, mobile handsets, POS terminals, medical
instruments, and industrial sensors—that rely on serial number tracking for accountability

and traceability.

In an era where supply chains are increasingly complex and customer expectations for
rapid resolution are sky-high, our TMS addresses a critical gap: the need for a centralized,
multi-tiered platform that enables seamless complaint tracking, resolution, and
performance monitoring across the entire B2B ecosystem. Unlike generic ticketing tools,
our system is purpose-built for serialized products, ensuring every device—from
manufacturing to end-use—can be pinpointed for efficient support. Hosted on scalable
cloud infrastructure, it guarantees 99.9% uptime, real-time data synchronization, and
secure access via role-based portals, making it an indispensable tool for manufacturers

navigating B2B distribution networks.

Core Features and Architecture: A Multi-Portal Ecosystem
for End-to-End Visibility

The Bonrix B2B TMS is architecturally designed as a unified web application with four



interconnected portals, each optimized for specitfic stakeholders in the supply chain. This
modular structure ensures that information flows bidirectionally, fostering collaboration

while maintaining data security through encryption, audit logs, and granular permissions.

1. Admin Portal: The Command Center for Oversight

- Explanation: This is the nerve center of the system, accessible only to the
manufacturer's core team (e.g., IT admins, support leads). It provides a dashboard for
holistic system management, including user onboarding, custom SLA (Service Level

Agreement) configurations, reporting analytics, and workflow automation.
- Key Capabilities:

- Configure ticket categories (e.g., hardware failure, software glitch, warranty claim)

tied to serial numbers.

- Generate real-time reports on ticket volumes, resolution times, and SLA

compliance across all channels.

- Automate escalations (e.g., if a ticket exceeds 48 hours, notify the distributor).

- Elaboration: Admins can drill down into device-specific data, such as serial number
histories, to identify patterns—like recurring faults in a batch of devices—enabling

proactive quality improvements.

2. Staff Login Portal: Frontline Resolution Engine

- Explanation: Dedicated to the manufacturer's support staff (technicians, engineers,



customer service reps), this portal focuses on hands-on ticket handling. It integrates

with inventory systems to check warranty status via serial numbers.
- Key Capabilities:

- Assign, update, and close tickets with multimedia attachments (photos, videos of

defects).

- Track resolution history and link tickets to RMA (Return Merchandise

Authorization) processes.

- Collaborate via in-app chat or notes, with Al-assisted suggestions for common

fixes.

- Elaboration: Staff can view a prioritized queue based on urgency (e.g., critical vs. low),
ensuring high-impact issues from key B2B clients are addressed first. Integration with

external tools like email/SMS notifications keeps everyone looped in.

3. Brand/Corporate/National Distributor Login Portal: The Monitoring
Hub

- Explanation: Tailored for intermediaries like national distributors, corporate buyers



(e.g., banks or enterprises), or brand partners, this portal emphasizes oversignht rather
than direct resolution. It allows them to monitor tickets raised by their downstream

users without interfering in the manufacturer's workflow.
- Key Capabilities:

- Real-time visibility into ticket status, pending items, and SLA metrics for their

deployed devices.

- Filter views by geography, branch, or serial number batch to spot trends (e.g.,

"10% of devices in North Region are faulty").
- Generate custom reports for internal audits or vendor scorecards.
- Elaboration: This portal acts as a "watchtower," empowering distributors to enforce
accountability from manufacturers while shielding them from operational minutiae. For

instance, automated alerts can flag SLA breaches, prompting escalations to preserve

client relationships.

4. Retail Store/Merchant Login Portal: The User-Friendly Entry Point

- Explanation: Designed for end-users in the B2B chain—such as retail outlets,
merchant franchises, or branch offices—this self-service portal simplifies complaint

submission. It's mobile-responsive for on-the-go access.
- Key Capabilities:

- Raise tickets by scanning serial numbers (via QR code or manual entry) and

attaching evidence.

- Track personal ticket history and receive status updates via push notifications.

- Access knowledge bases for self-help (e.g., troubleshooting guides).

- Elaboration: By reducing friction in ticket creation, this portal minimizes support calls
and accelerates intake, ensuring complaints from distributed locations (e.g., a remote

retail branch) reach the manufacturer swiftly.

Technical Backbone: Built on secure cloud platforms (e.g., AWS or Azure), the system
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SUPPOrTS AFI INTEGrations Tor EKF/UKIVI Syncing, serial nNumper valaaton against
manufacturing databases, and analytics powered by machine learning for predictive

insights (e.g., forecasting ticket surges during product launches).

B2B vs. B2C: Key Differences in Ticket Management
Paradigms
While both B2B and B2C ticket systems aim to resolve customer issues, the Bonrix B2B

TMS diverges significantly in scope, complexity, and stakeholder involvement, reflecting

the layered nature of business-to-business transactions. Below is a comparative overview:

B2C Ticket Management (Direct- (@)
Aspect B2B Ticket Management (Bonrix TMS) to-Consumer)



Primary Users

Multi-tiered: End-users
(merchants/branches),
distributors/corporates, manufacturer

staff/admins.

Individual consumers only; direct
interaction with manufacturer or

retailer.

Focus Chain-wide tracking and monitoring; Individual resolution; quick, one-on-
emphasizes SLA enforcement across one support without intermediary
intermediaries. oversight.

Visibility & Hierarchical portals for shared visibility Single portal; consumers see only their

Access (e.g., distributors monitor but don't tickets, with no upstream/downstream
resolve). tracking.

Complexity High: Involves serial number tracing Low: Simple issue logging; resolutions

through supply chains, batch-level
analytics, and multi-party SLAs.

handled internally by the brand (e.g.,
Apple or Samsung support).

Accountability

Distributed: Intermediaries (e.g., banks)
track manufacturer performance to

ensure timely service for their clients.

Centralized: Brand owns end-to-end
responsibility; no third-party

monitoring.

Scale &

Customization

Enterprise-grade: Handles bulk
deployments (e.g., 1,000+ devices to

branches); customizable workflows.

Consumer-scale: Standardized for
volume but lacks B2B-specific

features like distributor dashboards.

Outcomes

Strengthens partnerships; reduces churn

in distribution networks via proactive

monitoring.

Boosts loyalty; focuses on NPS (Net
Promoter Score) through fast personal

resolutions.

Elaboration on Differences: In B2C models (e.g., a consumer buying a laptop directly from

Dell), tickets are siloed— the end-user raises an issue, and the manufacturer resolves it



without external eyes. This works for direct sales but falters in B2B, where products flow
through resellers or corporate buyers. Here, delays can cascade: A bank's branch ticket
might stall if the manufacturer is unresponsive, eroding the bank's trust in the vendor.
Bonrix TMS bridges this by introducing "monitoring layers"—distributors aren't just passive;
they actively track SLAs, ensuring the manufacturer delivers, which in turn safeguards the
entire chain. This contrasts with B2C's "fire-and-forget" approach, where intermediaries

like resellers rarely engage post-sale.

Real-World Use Cases: Driving Efficiency in Diverse B2B
Scenarios

Our TMS shines in industries with centralized procurement and decentralized deployment,
where serialized devices demand precise tracking. Here are elaborated use cases, drawing

from common B2B pain points:

Use Case 1: Enterprise-Wide Device Rollouts (e.g., Banking Sector)

- Scenario: A national bank procures 5,000 POS terminals from XYZ Electronics, serial-
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rural area reports a scanner malfunction via the Retail/Merchant Portal, uploading a

photo and serial number.
- Workflow:
- Ticket auto-routes to the manufacturer's Staff Portal for diagnosis.

- The bank's Corporate Portal provides a live dashboard: "Branch X: Ticket #456
pending 24 hours; SLA at risk."

- Admin Portal analytics reveal a pattern—10 similar tickets from the same batch—

triggering a proactive recall.

- Resolution: On-site repair scheduled; bank monitors closure to enforce the 72-
hour SLA.

- Impact: Reduces downtime by 40%, ensures regulatory compliance (e.g., audit trails
for financial devices), and strengthens vendor relationships through transparent

metrics.

Use Case 2: Franchise and Merchant Support Networks (e.g., Retail
Chains)

- Scenario: A franchise operator (e.g., a fast-food chain) buys 500 smart kiosks
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raises a ticket for a touchscreen freeze, citing the serial number.
- Workflow:
- Merchant Portal submission includes geo-location for faster dispatch.

- National Distributor (franchise HQ) views aggregated data: "15% of kiosks in

South Zone affected; average resolution time: 2 days."

- Manufacturer's Staff resolves via remote firmware update; Admin configures

auto-escalation if unresolved in 48 hours.

- Post-resolution, all parties access a shared knowledge base to prevent

recurrences.

- Impact: Franchisors maintain brand standards by monitoring service quality, cutting

support costs by 30% through self-service, and enabling data-driven bulk upgrades.

Use Case 3: Instrumentation in Regulated Industries (e.g., Healthcare
or Logistics)

- Scenario: A logistics firm purchases 1,000 GPS-enabled trackers for fleet

redistribution to regional depots. A depot operator logs a calibration error ticket.
- Workflow:
- Serial-linked ticket highlights warranty details in the Staff Portal.

- Corporate Portal tracks SLA adherence: "Depot Y: 3 open tickets; manufacturer

score: 85%."

- Integration with 10T data auto-populates diagnostics, speeding resolution.

- Impact: Ensures compliance with standards like ISO 9001; minimizes operational

disruptions in time-sensitive sectors.

Broader Applicability: This system extends to any B2B model with "hub-and-spoke"
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issuing serialized policy scanners. By centralizing complaints while decentralizing access, it

transforms reactive support into a strategic asset.

Conclusion: Partner with Bonrix for Unmatched B2B
Resilience

The Bonrix B2B Ticket Management System isn't just software—it's a strategic enabler that
turns supply chain vulnerabilities into competitive strengths. By providing unparalleled
visibility, enforcing SLAs, and streamlining resolutions for serialized devices, we help
manufacturers like you retain B2B clients, optimize operations, and scale effortlessly. In a
B2B world where trust is built on reliability (unlike the more transactional B2C space), our

TMS ensures every ticket tells a story of excellence.

Ready to deploy? Contact Bonrix Software Systems today for a customized demo tailored
to your consumer electronics or instrumentation needs. Let's build a support ecosystem

that powers your growth.



