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OUTLINE

1. Helpdesk Support Guide on 

Call & Email 

2. Process of Acquiring Support
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Vaccine
Management

System



SUPPORT FLOW FOR VACCINE MANAGEMENT SYSTEM
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VMS USERSVMS USERS

Customer Support

Resolving End Customer 
issues and general system 

usage

Customer Support

Resolving End Customer 
issues and general system 

usage

MIMOS L1MIMOS L1 MIMOS L2MIMOS L2

MIMOS Dev/LabMIMOS Dev/Lab

Conducting investigation and 
resolving business operational 

tickets & technical issues 

Conducting investigation and 
resolving business operational 

tickets & technical issues 

MIMOS Support Team: 1 300-88-8030



Reaching Helpdesk Support

MIMOS 

Helpdesk

VMS Users

1300-88-8030

support.vms@mimos.my

* Important: Provide customer code for identification & verification© 2021 MIMOS Berhad. All rights reserved.

Customer Customer Code

VMS User 3656



Contacting Helpdesk – Email

Email to:
support.vms@mimos.my

Subject:
“VMS – Support (issue)”

Attach screenshot of error 
(if available)

Input customer code

Input location

Issue type and title

Issue description

Contact details
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TICKET CREATION PROCESS

Mi-Latte 
Ticket 

Creation

Asterisk 
Auto-Call 

to Engineer

Call back 
customer & 
Investigate

Ticket  Resolution 
Process

VMS USERS Helpdesk 
Personnel

7.30AM – 5.30PM (During Office Hours)

5.30PM – 7.30AM (After Office Hours)

Auto 
Recording

Phone Call

1 300-88-8030

Weekend & Public Holiday
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Acquiring Support



INFORMATION TO PROVIDE

© 2021 MIMOS Berhad. All rights reserved.

1
Contact Details such as 

caller name, phone 
number, email address 
& facility information

2

Customer
Identification

3Issue 
Description 

Additional 
Information

Be specific and clear Provide as much 
information to helpdesk 

to expedite 
troubleshooting and 

resolution



Before Contacting Helpdesk

© 2021 MIMOS Berhad. All rights reserved.

When problem occurs, follow simple troubleshooting as below:
Check the problem on another terminal and other user to ensure whether it is 
specific or global issue. Check local/mobile network connection and 
intranet/internet connectivity. 

Note down the issue details, example; web page, button/icon and error 
message which being displayed.

Check with internal PIC (Person In-Charge)



While On-Call With Helpdesk
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Provide time/date when 
problem was detected.

Note down ticket 
number given by 
helpdesk support.

Be patience and hold on 
until you are connected 
with helpdesk support 
representative. 

Provide your details, 
customer code, issue 
description and other 
information.

Key points:

• Explain the problem in detail
• Provide required information
• Provide additional info (if any)



While On-Call With Helpdesk – Cont.
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Verify if the problem has been resolved 
after the fix has been applied

Provide additional information if any. 
Work together & assist for 
investigation and troubleshooting

Keep the ticket number 
for reference/follow up

Provide additional information 
found after call ended (call back)

1 2 3 4



CONTACTING HELPDESK – Support Line
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MIMOS 

Helpdesk

Call 1300-88-8030

Select Language
1. Bahasa Melayu

2. English

Enter Customer Code (3656) 
and press #

Connects with Helpdesk 
Engineer

Customer Code Validation

VMS 

Users



National Applied R&D Centre

THANK YOU
Terima Kasih
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