Replace Zendesk: Run Your Own Helpdesk Software

Per-agent monthly fees add up fast once a support team grows beyond two or three people. A
self-hosted helpdesk keeps every ticket, every internal note, and every resolution on your own
server—with zero per-seat costs and full control of the customer data that matters most.

Support Data Is Business Intelligence

Every support ticket is a data point—product feedback, feature requests, pain points, and buying
signals packed into a single conversation thread. Hosted helpdesks store that information on
their servers, export it on their terms, and may delete it entirely when a subscription lapses. A
self-hosted ticket system reverses the equation. Every conversation, every internal note, every
customer satisfaction rating lives in your own database. You query it when you want, back it up
how you want, and retain it for as long as it has value.

When support history feeds directly into product decisions, that data stops being a cost center
and starts being a competitive advantage. You can identify the features customers ask about

most, spot recurring issues before they escalate, and measure the ROI of every fix your team
ships.

How the Workflow Runs

The day-to-day cycle mirrors any modern helpdesk. Customers open tickets through a frontend
form or by sending an email to a monitored address. Each ticket lands in a department, picks up
a priority level, and routes to a staff member—either manually or through automatic load-
balanced assignment. Agents reply, attach internal notes that customers never see, and move
the ticket through statuses: open, on-hold, closed, or any custom status the team defines.

The key difference is that the entire cycle runs on your own infrastructure, shares your existing
user accounts, and adds zero marginal cost per seat. Your fifteenth agent costs exactly as
much as your first: nothing.

What's on the Feature List

e Departments with independent custom fields, email addresses, and staff groups
e Automatic load-balanced ticket assignment across available agents

e Custom priorities with color-coded highlighting in the ticket list

e Unlimited custom statuses layered on top of the defaults

e File attachments on every ticket

e Internal staff-only notes invisible to the customer

e Email-to-ticket conversion via a scheduled cron job

e Inactivity auto-close with advance customer notification

e AJAX-driven ticket flagging for quick follow-up

e Predefined saved searches for common ticket filters

e Built-in CAPTCHA or reCAPTCHA spam protection on the submission form
e Guest ticket submission with automatic account creation

e Three ticket-view layouts: full page, accordion, or tabbed

e Gravatar and community-profile avatar integration
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e Multi-language email templates with no third-party translation add-ons
e Customer satisfaction ratings after every ticket closure

Departments, Custom Fields, and Routing

Most growing teams outgrow a single inbox fast. A department structure separates billing from
technical support from general enquiries—each with its own contact email, staff group, custom
fields, and notification rules. Custom fields go well beyond simple text boxes: HTML blocks,
calendar pickers with time selection, tooltips, and per-field validation messages ensure the right
information arrives at submission rather than three replies later.

When a new ticket lands, automatic routing checks which staff member in the department has
the fewest open tickets and assigns it accordingly. No manual triage, no bottlenecks when shifts
change, and every agent carries a balanced workload from day one.

Staff Tools and Performance Tracking

Agents manage tickets from either the backend admin panel or a dedicated frontend
workspace—whichever fits the team’s workflow. Internal notes let staff collaborate behind the
scenes without exposing discussion to the customer. Flagging a ticket for follow-up is a single
click, powered by AJAX so there is no page reload and no context switch.

Predefined saved searches act like smart views: show all high-priority billing tickets assigned to
a specific agent, or list every ticket that has been on hold for more than 48 hours. After a ticket
closes, customers rate the interaction, and those ratings roll into a reporting dashboard. Over
time you see which agents resolve fastest, who earns the highest satisfaction scores, and
exactly where the workflow stalls.

A Knowledge Base That Deflects Tickets

The most efficient support operations answer questions before they become tickets. An
integrated knowledge base stores articles in nested categories—some public, some restricted to
staff only. The customer dashboard surfaces a real-time search box that returns results as the
user types, often resolving the question before a ticket form is even opened.

Staff benefit from the same system: while drafting a reply, they can search the knowledge base
and insert a pre-written answer in a few clicks. Fewer repetitive tickets, faster resolution on the
rest—and the knowledge base grows organically as agents convert their best replies into
published articles.

Who Uses This and How

Software companies run it as their primary support channel—one department per product,
custom fields for version number and license key, automatic assignment across a rotating
engineering team. Web agencies expose a client portal where each customer sees only their



http://www.phoca.cz/phocapdf

Replace Zendesk: Run Your Own Helpdesk Software

own tickets and history. Schools and non-profits deploy it as an internal IT helpdesk with no per-
seat budget pressure. Freelancers use it to track requests from multiple clients in a single
interface with clean separation between accounts.

The common thread is anyone who has outgrown shared email and refuses to pay escalating
per-agent fees for a problem that runs perfectly well on a single self-hosted installation.

The Trade-Off

Self-hosting means owning the uptime. Patches, backups, and SSL certificates are your team’s
responsibility. The initial setup—departments, custom fields, email templates, cron jobs for email-
to-ticket conversion—takes more hands-on effort than signing up for a cloud service. But once
the system is running, the cost per agent is effectively zero, the data never leaves your control,
and you are not one pricing-page revision away from a budget surprise.

Extension referenced in this article:

RSTickets!Pro by RSJoomla!?+?rsjoomla.com

Professional helpdesk and ticketing system for the CMS. Departments with custom fields, load-
balanced staff assignment, integrated knowledge base, email-to-ticket conversion, performance

reports, customer satisfaction ratings, and built-in multi-language support. 32 reviews on the
JED.
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