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Privileged and confidential. The information contained in this material is privileged and confidential, and is intended only for the use of the individual to whom it is addressed and others who have been specifically authorized to receive it.
If you are not the intended recipient, you are hereby notified that any dissemination, distribution or copying of this material is strictly prohibited. If you have received this material in error, please destroy it immediately.




WELCOME

« TEOCO Customer Support Portal

« TEOCO Customer Support Portal is the primary way for users to submit support requests for
TEOCO's products and services.

« The following slides will walk you through TEOCO's Customer Support Portal to assist you in
getting started working with our support team.
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USING THE CUSTOMER SUPPORT PORTAL

« What follows is a step-by-step guide to:
» Registering your account
* Logging in
 Navigating the home page
« Submitting a new support request
* Viewing prior support requests
« Updating an existing support request

WTEOCO



REGISTERING YOUR ACCOUNT

* Prior to logging into the Customer Support Portal for the first time, we ask that
you enroll in TEOCQO's Password Management System.

* Enrolling in password management allows you to manage your own password to
the support portal. This will make it easier and faster for you to reset your
password due to expiration or inactivity.

* The password management system will send notifications to you when your

password is set to expire to allow you to proactively reset your password and
maintain easy access to the Portal.

WTEOCO



REGISTERING YOUR ACCOUNT

The TEOCO Password Management Tool can be accessed at:

wreset.teocosolutions.com

WTEOCO



REGISTERING YOUR ACCOUNT

TEOCO Password Management System
Welcome to the TEOCO Corporation password management system.
m This system allows o to change your password and unlock your

C | | C k th e E Nro | I LT accouat, even if you have forgotten your password.

Now link to

Enroll
vou rmust enroll into this system before you can use it to reset your password or

rlagleeauiia account, Enrollment is a one-time process and takes only a few minutes,
Enrall now

Reset
@ Select this option if vou have forgotten vour passward and would like to reset it,
U]

enroll in the
system

Reset password

Unlock
Your account may become locked if the wrong password is entered too many times
during logon, Select this option to unlock yvour account, Unlock account

. § Change
ﬁ] Select this option if vou know your current password and would like to change it.
Change password

WTEOCO



REGISTERING YOUR ACCOUNT

Enter the user

name and initial &0t |

Enter yvour User name, Domain and Password to confirm your identity. You cannot enroll

pa SSWO rd you \ i ) if vou have forgotten vour password, or if yvour account is locked.
- Use th ti d fields to ch d ti bout
recelved as pa rt Of vgﬁrs;llf.q $§i fhnnEFd cilii?qisﬁar?sihi‘luisnenErnvaaunfc:ne:vii:znqsuhsesrftn: E‘I(DTJuwiII need
you r en ro| | ment to answer these guestions again to reset yvour password or unlock your account.
Omit the 'USHS\, s | |
. o Domain USHS |
as that is specified Password
IN the Domaln Question 1 -— Choose a question — V|
field, (e.g. If user Answer |
name |S Question 2 -— Choose a question — V|
Answer |

'USHS\doed’, enter

ldoedl). | Cancel | NextI:»> !I

Choose and
answer your
security questions

Click Next, and when the confirmation

appears, click Main Menu.

WTEOCO



REGISTERING YOUR ACCOUNT

TEOCO Password Management System
Wieloome to the TEOCO Corporation password management system.
m Thiz system allows you to change your password and unlock your

. account, ever if you have forgotten your password.
THE EMPLOYEE OWNED COMPANY
Click the Reset

Password link to j\& Enroll

vou must enroll into this system before you can use it to reset your password or
t \\) unlock your account, Enrollment is a one-time process and takes only a few minutes,
rese yOU r Enroll now

password to
something you
can easily
remember @ unlock

|£| Your account may become locked if the wrong password is entered too many times
during logon, Select this option to unlock vour account, Unlock account

Reset
if vou have forgotten vour password and would like to reset it.
Reset password

5 Change
ﬁ} Select this option if you know your current password and would lilke to change it.
Change password

WTEOCO



REGISTERING YOUR ACCOUNT

Enter you r user \‘ij) Enter yvour User name and Domain. Click the Mext button to continue.
name as you did
in the enrollment

window.

Click Next. On the next two screens, answer your
security questions. On the third screen, enter your
new password. Click next and you will receive
confirmation of your password change.

®TEOCO 9



REGISTERING YOUR ACCOUNT

 When you are selecting or resetting your password, please follow the
quidelines below:
e Minimum of 8 characters

* Mixed case (at least 1 capital)
* Minimum of one special character or number
* No part of your name or username can be part of your password

« Passwords can only be changed once in a 24-hour period.

« If you have submitted a request to have your password changed by the TEOCO support team,
you must wait to change your password.

WTEOCO
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LOGGING IN TO THE SUPPORT PORTAL

The TEOCO Customer Support Portal can be accessed at:

ort.teocosolutions.com

11
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LOGGING IN TO THE SUPPORT PORTAL

Enter your full
username as
supplied to you in

your enrollment
email, and the
password you set
in Password

Management

12
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[l Don Doe

]

PRODUCTI/SERVICE SUPPORT
. Submit Support Request
@ View Support Requests

A|

PASSWORD MANAGEMENT
2, Enroll!Manage Password

-

Welcome to the TEOCO Customer Support

HOME PAGE

Portal!

To learn more about this portal and how to use it, please click the "How do I use this portal?” topic

undec Headlives o the-hox to-the dabi

Global News Feed

CAVIMA2181 - 25 minutes ago

SUPPORT PORTAL ASSISTANCE
(C* Submit Request

y

Left Side Pane:
Main navigation
links for

viewing and

submitting
Ssupport
requests

Please provide instructiens on how to downiead the latest software upgrade from your website.

Update

Christina Sylvester 25 minutes ago
The information is available on our website at www teoco.com. We have established an account for you to
access the download and sent the details to you via separate email.

Incident CAVIM73829 » 29 minutes ago
Reporting an issue with the user interface. |received an error message (see attached screenshot). Please resolve

ASAP
Update

N

Christina Sylvester - 28 minutes ago
‘We have been able to replicate the error message with the steps you provided. We have submitted this to
Engineering to determine if there is a workaround

Welcome Don Doe

Account Settings | Logout

Headlines

How do luse this po..

FAQs
Logging In (1)

Global News
Feed:

Latest updates
on all support
requests

Account
Settings:
Personalize
and Logout

Right Side
Pane:

Headlines
and Support
Portal FAQs
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HOME PAGE - LEFT SIDE PANEL

Home Page Return:

* Click on your name Product/Service Support:
(below) or the TEOCO logo § - Submit Support Request for TEOCO
to return to the home Product/Service (e.g. BTP, ViewLogic,

page at any time Acuite, SONAR, Fault, etc.)

View all previously submitted Support
Requests for you and your team (based
on configuration for each customer)

PRODUCT/SERVICE SUPPORT .

L. Bubmit Support Request .

@ view Support Requests Pas;word Management:
-  Link to external Password Management
tool (initial enrollment and password
change/resets)

PASSWORD MANAGEMENT
ﬂ EnrolliManage Passward

SUPPORT PORTAL ASSISTANCE Ja
o} Submit Request =

Support Portal Assistance:
e Submit request for Support Portal

assistance (new Support Portal account,
qguestions about features, report errors)

14



HOME PAGE - RIGHT SIDE PANEL

Mew Users - How d.

What's New - Suppo.

Headlines — Permanent links to new user training as well
as the latest news we want you to know about the

Support Portal (upcoming outages, new features, etc.)

B Hew Users - How do l use this portal?

Click the link below to launch a presentation that will provide an introduction to the Support Portal and provide step-by-step instructions for
how to use this portal to communicate with our support teams.

Support Portal Guide

FAQs - Topics related to the Support Portal such as

logging in, Support processes, etc.

®TEOCO 15
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HOME PAGE - CUSTOMER OPTIONS

Welcome Don Doe

l Account Seftings
_L

Account Settings:

« Set your local
time zone to
display all
timestamps in
your local time

Logout link — logout option to close active
Support Portal session (no need to close
the browser tab/window)

Account Settings

3
Avatar

-

Time Zone

Selectthe time zone you wish dates to display in.

) (UTC-08:00) Pacific Time (US & Canada) -

Load photo as
avatar (optional)
Manage custom
feed list

3
Custom Feeds

16
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HOME PAGE — GLOBAL NEWS FEED

Global News Feed

Configuration Options:
Uncheck “Group” to set
News Feed to your own

Incident CAVJ285581 +

Please update the following ent
12345

Upste Global News Feed:
_ System = Tuesday at 11:17 AM
- New inccent reates. Latest support request
activity and updates

Rgme, if possible. |=2aved the data incorrectly and now | cannot edit it.

Support Requests

Incident CAVI173829 - Tuesday at 10:51 AM
Reporting an issue with the user interface. |receivel a0

Update « View all 2 entries

il Configure Global Ne' /s Feed Options

View For

Incident

Incident CAVI1A2181 » Tuesday at ™12 AM
Please provide instructions on how to downNgd the latest software upgrade from your website.

Update

Update * Close
1 Don Doe « Tuesday at 10:51 AM
Please provide the workaround as soon as possible. There are now multiple users reporting this issue.

Christina Sylvester . TLIESCIEI]" at10:12 AM Christina Sylvester - Tuesday at 10:46 AM

The information iz available on our website at www¥Woco.com. We have established an account for you te Engineering confirms that there is a workaround available that will prevent the error message. They are
; ) } currently documenting the steps and we wil provide them to you by COB today.
access the download and sent the details to you via selNgrate email.

1 Christina Sylvester » Tuesday at 10:08 AM
We have been able to replicate the error message with the steps you provided. We have submitted this to
Engineering to determine if there is a workaround.

View/Update:
T e i Use links to view all history entries, add an

e e update, or click on the description to
launch the full Support Request Detail.
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SUPPORT REQUEST SUBMISSION SCREEN

Click the arrow button to the left of
the Category name or double-click
on the category name to expand the
list and make your selection.

Welcome Don Doe
Account Seftings | Logout

Number: CAVI1T1525 Category

— — Selection

-

SUPPORT PPRTAL ASSISTANCE  a
b submifRequest

s

If you need assistance with the P [ petails | L N
Support Portal, return to the main

page by clicking on the TEOCO logo Description:
and select from the Support Portal
Assistance menu. B Lo

k| g Margin Assur - Cost Mgmt

>| g Margin Assur. - Routing Op

I >| ; Service Assurance
| TEQCO Fields
Aftachments

To attach afile, drag and drop the file or click Select File to choose one.
{ SelectFile | Drop file here to upload

\-

Details, Additional Fields, and

Attachments

Click to launch Support

Request Submission

@TEQCD screen

18



SUPPORT REQUEST SUBMISSION — CATEGORY SELECTION

Category
Selection:
Click the top-level
category or click the
arrow to the left of
the value to expand
the category list.

Make selection by
clicking on the
desired value (has
to be expanded to
the lowest possible
level for the

category set to
make a selection).

WTEOCO



SUBMIT A NEW PRODUCT/SERVICE SUPPORT REQUEST

All TEOCO Products and Services will fall into one of the top-level
categories below. The first category selection will be the top-most value.
The next level of category selections will be retrieved from the respective

bulleted list, based on the products and services your company is utilizing.
Additional category selections (such as a module or application area) may
be required based on the product or service selected.

Service Margin Assurance - Margin Assurance - Network
Assurance Customer Analytics Cost Mgmt Routing Optimization
Optimization

WTEOCO

Activation

* HyperAnalytics * Acuity * Acuite * Insight
+ Call Expert * Managed Hosting * BillTrak * AcuWorld * Maxima Mentor
* Fault Services * Claim Center » OptiPlanner
* Mediation + SONAR * Invoice Automation + Ultima Forte
* NeTkT

* Performance
e Secure Access

» Viewlogic

* Ultima Mentor




WTEOCO

Category
selection
activates
Related Items
and TEOCO
Fields
options

[1 Don Doe

)

Click the arrow button to the left of
the Category name or double-click

on the category name to expand th
list and make your selection.

If you need assistance with the

Support Portal, return to the main

page by clicking on the TEOCO logo

and select from the Support Portal

Assistance menu.

7| g Margin Assur - Cost Mgmt
| i Acuity

| g BillTrak OnDemand

| g BillTrak Pra

| g Claim Center

D | g Acuite
> | g AcuWorld
~ | ; Senice Assurance
D “| ¢ Activation
Yz AT
¥-[} Call Expert
+ | ; Fault

| 7 Client - cruiser
| ¢ Client - PB
~|  Corelator
|  Data AccuracyiLibrary
|  Database
| 7 FAM Senvice
| » FaultPro

SUPPORT REQUEST SUBMISSION - DETAILS

B Save
Related tems: Number: CAMJ285581
Incidents: 1
Opened 1003072012
Details
Description
0 0
B sy Description

p S
TE0CO Felds TEOCO Fields - Additional

Customer Ticket Number: l:l . .
requested details. Required

Severity [To be determined by TEOCO BH ] . :
— fields marked with icon.

Attachments
To attach afile, drag and drop the file or click Select File to choose one.

[ Select File Drop file here to upload

Attachments — select from location on

computer or drag/drop

21
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VIEWING SUPPORT REQUESTS - INCIDENT FEED

Welcome Don Doe

Account Setfings | Logout

[=)(e)(-]

Sort by Category ~ @ &

Type a search term to search existing requests

[l Don Doe ]
PRODUCT/SERVICE SUPPORT -

I View Support Requests I

PASSWORR MANAGEMENT -
anage Password

.ncident Feed

Incident CAVI173829 Category is ViewLogic | Customer iz Don Doe | Status is Open
Description is Reporting an issue with the user interface. |received an error message (see attached screenshot). Please resolve ASAP.

Resolution is

Update - View all 3 entries

Don Doe + 8 minutes ago
Please provide the workaround as soon as possible. There are now muttiple users reporting this issue.

Incident CAVI1A2181 Categoryis AcuCDR | Customer is Kim Doe | Status is Open
Description is Please provide instructions on how to downioad the latest software upgrade from your website.

Click to launch

Resolution is

Incident Feed

Update

Christina Sylvester » 46 minutes ago

The information is available on our website at www.teoco.com. We have established an account for you to access the download and sent the

_/

details to you via separate email.

Incident Feed:

All open and closed support requests
for you and your team.

22



VIEWING SUPPORT REQUESTS — SEARCHES AND CUSTOM FEEDS

WTEOCO

- |Create an Incident@

1 Incident CAVI173829 Catego

- | Update « View all 3 entries

1 Don Doe « Tuesday at 10§1 AM
Please provide the workaroufid as

Displayed below are the results we fo

nd for your search criteria. Didn't find what you're looking for?

Incident Feed

Description iz Reporting an iszsue

Resolution is.

= ViewLogic | Customeris Don Doe | Status is Open
h the user interface. |received an erro

500N as possible. There are now multiple users reporting this issue.

Sort by Category ~ @ &

r meszage (zee attached screenshot). Please resolve ASAP

Description iz
Please update the following entry

Resolution is

Update

- New incident created.

Search Bar — Type a search term to search existing
open and closed support requests for you and your
team based on pre-set search fields (retrieved from

Advanced Search settings — see next slide). If no
results are retrieved, there is a “Create an Incident” link
to open a new support request.

1 Incident CAVJ285581 Categorfis ViewLogic| Customer is Don Doe | Status is Open

r me, if possible. |saved the data incorrectly and now | cannot edit it.
12345

_ System « Tuesday at 11:1f AM

Save Search - saves the
search terms/options for
any search as a “Custom
Feed” so that the search

can be run as needed.
Custom Feeds can be
accessed from the right
side navigation menu.

My Support Requests

These are the support requests
that | have entered|

MY CUSTOM FEEDS
Incident
My Support Requests

23



VIEWING SUPPORT REQUESTS — ADVANCED SEARCH OPTIONS

Advanced Search - Set
custom search filters
and/or fields to search

Type a search termto search existing requests

JDPTIC
C OI € U E O ) C
dlEe(O O C O C
Clear Filters
. . . . C Watch of the following conditions:
A -] ®E
® oll> a a a
ele alues from drop-do Y
a)la ® aYa

0 ODTIC
C . C . . . . [ customer
[ status
a)fa O AlE % e(l 4 (1 ADD () () @ Resolution [ Customer Group
O - Cd C C Udld d @
dUVd =0 OPLIO dl C
dlged

WTEOCO 24



VIEWING SUPPORT REQUESTS — SORT OPTIONS AND EXPORT

Softby Cateqory ~ & o

Category
|

Sort by Category ~ &

Incident Feed

Customer

Description

Incident CAVI173829 Category is ViewLogic | Customer is Don Doe | Status is Open

Description is Reporting an issue with the user interface. |received an error message (see attached screenshot). Please resolve ASAR

Sort Options: Multiple fields available for sorting,

Stact Al Cleac A . .
o “Fasiog up/down arrow sets ascending or descending order
7| Stadus i Closed .
7. Descrighon <) Resolution for Selected fleld;
Export: Exports current Incident Feed records to Excel
as ".csv” file. Select export fields, specify set of records
(et ) (canee ) . .
— to export, and destination.
| H o = ol IA| - xport [Read-Unly Microsoft Exce EE‘
File Home Insert Page Layout Formulas Data Review View & e o ER
':Iﬂj :;. Calibri Sl r AT A = E%] %i’/'. S Wrap Text General - ﬁ g E— §< @ %:‘Itfsum' % [ﬁ O E
e g B LB (S A EEE e Eueacdur| § 0% 0 W) Gollow fomm o | w0l tomt| g, U C0A8 | S e
Clipboard Font (] Alignment Mumber (] : Styles Cells Editing WebEx
F29 - £ | v
A B C D E F G p 4 1 J K L M N o P Q R s e
1 Number Customer Company Opened Status  Closed  Descriptic Resolution
2 CAVIL1738.Don Doe Generic C ######H#H Open
3 |CAVILIA2L Kim Doe Generic C #####HHH Open Please provide instructions on how to download the latest software upgrade from your website. |7

WTEOCO
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VIEWING SUPPORT REQUESTS — SINGLE REQUEST DISPLAY

WTEOCO

Category &
Related
Items

Details Tab:
Description,
Resolution,
Additional

Fields,
History/Updat
es (in desc.
order)

£ Update # Change History Settings

Number: CAVITIBZ29 Customer: Don Doe @ Company: Generic Communic...

22012 Basics: Number,
Customer, Status,

Category:
Margin Assur. - Cost Mgmt
ViewLogic

Related tems:

Incidents:

Closed:

1043072012 Status:

Closed

(=]

Opened/Closed

[ Details Attachments 1'

Dates

Description:
Reporting an issue with the user interface. | received an error message (see attached screenshot). PNgse resolve ASAR

Resolution:
Engineering has provided a workaround to prevent this error and will be releasing a patch within the next week to cO&gct the underlying issue. The
workaround has been provided as an advisory to all impacted customers.

TEQCO Fields

Customer Ticket Number:

Attachments Tab:

Severity: 3 - Minor .
View or Add
Customer Priority: High
History

Created on 10/20/2012 10:51 AM | Type is Work History | Added by Don Doe

Update submitted by Don Doe (sylvesterc@TEOCO.com) via the Social Client:

Please provide the workaround as soon as possible. There are now multiple users reporting this issue.

Created on 10/30/2012 10:46 AM | Type is Work History | Added by Christina Sylvester

Engineering confirms that there i a workaround available that wil prevent the error message. They are currenthy documenting the
steps and we wil provide them to you by COB today.

Created on 10/20/2012 10:08 AM | Type is Work History | Added by Christina Sylvester

We have been able to replicate the error message with the steps you provided. We have submitted this to Engineering to determine if
there i= a workaround.
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VIEWING SUPPORT REQUESTS — ACTIONS

Update -
Launches Update
dialog window to
submit an update

on this support
request

Please provide e workaround as $000 as possidle. Thece are Now muliple LS ers rePOMIng this issue.

Print — Opens a print-

friendly view of all

I ¢ Update l # Change History Settings support request details

WTEOCO

in a new browser
Category: Number: CANMITTIE2S Customer: b ) d
Margin Assur. - Cogt Mgt ta /Wln ow
ViewLogic Opened: 10302012 Status:
Related tems:
Incidents: 2
Humber: CAVITIE29 Customer: Don Doe
Company (Generic Communicatons ke Openat 10302812
Status: Open Closed
Description
REporing an Sses wih e user nferface. | rereived an emor message (see sached scresnsnat). Pesse resohve ASAR
Resolution
. . . . TEOcoRets
1 |ssu$ with the userinterface. |received an g os=rmne
Severiy. 3-Minor
Customer Fresty. High
Work History
Lrested Owner By
has gyovided a workaround to preventthis err = == et T m————
e b nm e i mm o i b o] G e ) ) ”Mq N >
10202012 1008 AM  Chrsing Syivester Ve hawve besn able 1o repiicate e emor vided. s b0 Engineering 2 workaround.
-
Mane Tipe Sze
‘fest attachment 1 docx. i i TE25KB

Change History Settings -
: i
Opens a dialog window

allowing user to show only B oo 3y
Work History or only
Correspondence History

27



UPDATE AN EXISTING SUPPORT REQUEST VIA EMAIL

 In addition to sending an update from the Support Portal, existing support
requests can be updated by responding to the system generated e-mail or by
sending an email to the Support Portal’s email address, as long as you include
the support request number either in the subject or body of the email.

* For matched emails, the system will automatically update the request within the Customer
Support Portal and be noted in the correspondence history.

 If you do not include a support request number in the subject or body of the

email, the email will not be processed by the system or reviewed by the
support team.

WTEOCO

28



REVIEWING RESOLVED SUPPORT REQUESTS

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

* If 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.

®TEOCO 29



IT'S THAT EASY

* Our 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.

 |f you have any questions about the Customer Support Portal, please use the
“Submit Request” option under the Support Portal Assistance menu option on
the Support Portal home page or contact your Account Manager.

WTEOCO
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