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The Basics - What

= TEOCO Customer Support Portal

— As communicated to customers in the last few
months, TEOCO has been working to consolidate our
previous support request systems to a single support
request system portal.

— The following slides will walk you through TEOCQO'’s
Customer Support Portal that is available to ALL
customers and is the primary way for users to submit
support requests.
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The Basics - Where

The TEOCO Customer Support Portal can
be accessed at:

http://support.teocosolutions.com
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The Basics - How

= What follows Is a step-by-step guide to:
— Submitting a support request
— Viewing prior support requests
— Updating an existing support request
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First Things First — Logging In

Step 1: Enter your
username and
password supplied
to you by your
Account Manager

Username: |

Password: | |

Login

Step 2: Click
Login

Boersd by GWI Help Deck Softwars

& Internst F00% v
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First Things First — Logging In

Welcome

Support

Welcome to TEOCOQO's Customer Support Portal.

Please use the links on the left to submit and view support requests.

L |
View Support Requests
Submit Support Request

Once logged in,
you will be

taken to this
Home Screen.
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Submit a Support Request

Welcome

Support

Welcome to TEOCO's Customer Support Portal.

FPlease use the links on the left to submit and view support requests.

T |
View Support Requests
Submit Support Request

To submit a
support

request, simply
click the link
Submit Support
Request.
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Submit a Support Request

Step 1: Choose the product your as
request applies to from a drop-
down menu of products.

Home | Support Regh |

Fields marked with an astens e required. Step 2 Entel’ a
description of your
request.

Support

* Category: | Select a category... +

View Support Requests
Submit Support Request

* Description: %5
Step 3: Set
the priority
level of this

Step 4 (optional): If

available, you may enter request by
the specific customer Cosomericket | [EGRRLEI
ticket number and if "Gustomer  Low low,
necessary, you may IEoco To be set by TEOCO upon ren e m_edlum, or
attach supporting high from
documents. / Att;ac:}'lr.ru%nt:!:l the dI’Op-
(Max size per file: approx. 4 Mb) dOWI’I menu.

| Step 5: Click
Submit SmeIt
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Submit a Support Request

You will receive an e-mail notification once your

support reqguest has been assessed.

@mco Proprietary and Confidential



View Support Requests

At any time, you will be able to log in and view
previously submitted support requests Iin just a
couple of easy steps. To do so, we'll assume
you've successfully logged in and are starting from

the Home Page.

@TEOCO Proprietary and Confidential



View Support Requests

Welcome

Support

Welcome to TEOCQO's Customer Support Portal.

FPlease use the links on the left to submit and view support requests.

L r |
View Support Requests
Submit Support Request

Step 1: To view
a list of
previously
submitted

support
requests, click
on View Support
Requests
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View Support Requests

You can also search for words or phrases

contained within your existing support
requests by typing your search words in the
“Search Text” box.
And then clicking
Home | Support Requests SearCh

From here’ yOU Currently viewing incidents for: Test Customer
can sort your Search Text‘ [Search] [ Clear Search ]

g e e

1211472009 Test The sorting does not appear to be warking on the Disputes tab. When | click the column header on the Dispute
requeStS by 3ATAT AM JCEAZA38A. Open Customer  Amount, it appears to be sorting by absolute value rather than actual value. See the attached screenshot.
14/
Slmply CIICkIng 1_2'1%'2009 CEA2A5A3A Open Test The system is curently unavailable. When we try to go to the Citrix website, we get an error message.
f 9:20.22 AM Customer
on any one O —
the headerS 51322;14;20,3[19"1 JCEAIIAIE2 Open Eeuitmmer ;gk@smngtheﬁﬁﬂﬂg invaice for BAN ABC1234, vendor Farmers Telephone. This BAN is processed by

. . n . . . . .
ClICk agaln to 1_2.14.2[][]9 ACEAT239 Open Test WWe are getting an error when we try to run a report in the Business Objects universe. See attached for a

c 9:25:44 AW Customer  screenshat of the errar message. This report is needed for month-snd reparting.
sort in
- WA - gcecaptees Open |k
ndin 11:24:56 AM PR Customer
desce

Order_ 12147/2009 Test Please add a report which shows the workflow history of a specified invoice and all associated transactions
2:24:55 PM SCHF332118 - pen Customer  based on the selection of BAN, bill date, and invaice number.
1211712009 Test | am missing the 12/15/09 invoice for BAN ABC1234, vendor Farmers Telephone. This BAN is processed by
papy  CAPTRT OB o omer ek
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Update an Existing Support Request

= Once your support request is closed, you will
receive a resolution email.

— |f your support request was not resolved to your
satisfaction, you may update the existing support
request (as opposed to opening a new request).
TEOCO will assess your update and either re-open
the existing request or start a new request.
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Update an Existing Support Request —

Option 1

To update an existing support request, we’ll
again assume you've successfully logged in and

are starting from the Home Page.
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Update an Existing Support Request —

Option 1

Welcome |

Support

Welcome to TEOCQO's Customer Support Portal.

FPlease use the links on the left to submit and view support requests.

L r |
View Support Requests
Submit Support Request

Step 1: View
your previously
submitted

support
requests, by
clicking View
Support
Requests
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Update an Existing Support Request —
Option 1

Step 2: Select
the request you
would like to
update.

Home | Support Requests

Currently viewing incidents for:  Test Customer
Search Text: ‘

Support —‘ [Search] [ Clear Search ]

View Support Requests
Submit Support Request 14 The sorting does not appear ta be working on the Disputes tab. When | click the column header on the Dispute

Customer ~ Amount, it appears to be sorting by absolute value rather than actual value. See the attached screenshat.
12/14/2009 Test . . o .
99022 Al 9CEA2AZAZA Open Customer The system is currently unavailable. When we try to go to the Citrix website, we get an error message.

12/14/2009 Test | am missing the 11/15/09 invoice for BAN ABC1234, vendar Farmers Telephone. This BAN is processed by
aorapa ORI 0PN e ek

12114/2009 9CEAIE230 Open Test We are getting an error when we try to run a report in the Business Objects universe. See attached for a
9:25:44 AM PEN Customer  screenshot of the error message. This report is needed for month-end reporting.

12/14/2009 Test

fassp A CECHER O o e KK

1217/2009 9CHF352718 Open Test Please add a report which shows the workflow history of a specified invaice and all associated transactions
2.24:55 PV PER Customer  based on the selection of BAN, bill date, and invoice number.

12/17/2009 Test | am missing the 12/15/09 invoice for BAN ABC1234, vendar Farmers Telephone. This BAN is processed by
popu3py  CHEITZZT OBeN octomer  XTrak
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Update an Existing Support Request —
Option 1

Home | Support Requests | Support Reguests

Customer

First Name: Test Last Name:
Company: Test Company Location:
Phone: Email: coosse@ieoco com

Step 3: Add e
f quest Date Created:  14-Dec-2009 0947 Number: SCEA2438A4
necessary Siatus: fpen

U p d ate d Category: BillTrak Pro
information in et

The sorting does not appear to be working on the Disputes 1ab. When | click the column headsr on the Dispute Amount, & appears to be sorting by absolute value
th e u p d ate b OX . rather than actual value. See the attached scresnshot. !

History:
1/6/2010 11:18:43 AM - Can you confirm the version of BillTrak Pro that i running on the machine Fom which the screenshot was taken? We are unable o
reproduce thes issue with the curent version

TEOCO Severity: 3
Customer Ticket Number:
Customer Priority: Low

Step 4 (Optional): URNS This ncident:

If necessary, you may
attach supporting

Step 5: Click

documents. o : Send Update

J
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Update an Existing Support Request —

Option 2

= EXxisting support requests can also be updated
by responding to the system generated e-malill
as long as you include the ticket number
either in the subject or body of the email.

= |f the ticket number is included, the system will
automatically update the ticket within the
Customer Support Portal and be noted in the
correspondence history.
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It’'s That Easy

= Qur Intention is for the TEOCO Customer
Support Portal to be a helpful, easy-to-use tool
for you to communicate with our Customer
Support team.

= |If you have any questions about the TEOCO
Customer Support Portal, please don’t hesitate
to contact your Account Manager.
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Thank you!
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