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Logging In:

1. The username and password is the same as used to gain access to
SmartACCESS (Bluecom’s web based tracking portal).

5
e
| B
Username:
Password:
O Admin

View The Support Help Manual - Here

2. The user needs to create a support account whereby they will be
asked to provide

a. An email address — essential as email will be used to
communicate with the user as well as to notify the users in
real-time of any updates to their call.

b. A phone number - where Bluecom can contact them if more
detailed information is required.

In the event that a support account has been created previously the
user will not be required to recreate the record, but may be asked to
update the record in the event that the contact details have
changed.
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Main Page:

Once the user is logged in, the main page will be displayed:

bluecem

Guy Galon - Biuecom

Get Specfic Call 1 Get Range Of Calls -1~ Get By Keywords
Open Call by ID | start Date © End Date: < | Kexword [ Ciear |
m.—n ;m Calls
Filter Calls | ~
|
Serdce: | All M| Type: | All W | User | Guy Galon “ | Importance: | All s | Status: | All ~
s _ m s
20 SMA-DLT- SmatACCEES Logan  Bluecom Test call -please ignore Low Clozed 03/0572007 "
VDWW Issue 16:03:12
18 SMA-DLT- SmarttACCESS Logan Biluecom Test email 1 I: Low Closed 03/05/2007
VoW Issue 14:19:38
17 SMA-DLT- SmataCCESS Logan Bluscom test suppor reminder emails - pleass ignore Medium Clased 10/04/2007
VDWW Issug 10:49:07
16 SMA-DLT- SmartACCESS Logan Biuecom test auto closure - please ignore Medium Closed 0810372007
VDWW Issue 16:11:31
15 SMA-DLT- SmataCCESS Logan Bluecom Testitern - please ignore Low Closed 1810472007
VW [CET 113225 ¥

Please note the following Key:
A. Allows the user to search for a valid Call Reference Number.

B. Allows the user to search for all calls generated within the required
time period.

C. Allows the user to search for all calls by specifying keywords. This
search can also include the description of the calls, any subsequent
comments made by the user, or any answers provided by Bluecom.

D. Allows the user to filter a call by:
* By service
* By Type, e.g. Bug, System Issue, Information Request
* By the user who logged the call
* By importance
* By Status

E. Is the output of the search/filter
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To log a new call please click on the NEW button whereby you will see the
following screen

e | SupportCallDetails -- Webpage Dialog

Senice: '.;I-I i
Product | Al
Type: Elug
User.  [Mark O'Neill (Bluecom)
Importance: Low v
Status: | Open_ v
Subject | ,
Details:
B B I U x, @ |=E = = |iI= = & iE
(Cea] | * ® 8
[
= | & 2 |[adal S 1 ]
Upload fle: | |(Browse... ]

Please note the following:

» Service — In the majority of cases the customer will be purchasing a
Tracking Service. However in some circumstances
Bluecom have been requested to support additional
services as part of their Bluecom solution. In most cases
the default service will be sufficient.

* Products — Please select the most appropriate Product from the pull
down menu that relates to the call that is being reported.
Please note additional information can then be added in
the description area.

e Type - Please select one of the following:
= Log an issue - Any error code displayed
unexpected behaviour or any sequence of events

which the user understands to be an error.
= Information — not to be used
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= Request — for help, advice on how to use the
system, any enhancement suggestions, etc.

 User - automatically populated with the name of the user who
logged in.

* Importance — to be defined by the user: High/Medium/Low.

e Status — A status of new call is ‘Open’ by default,

* Subject-  To be defined by the user

* Details - Requires a full description of the “Type” being reported.
Bluecom requires significant information to allow them to

identify with the call.

* Upload File — The user has the option to upload files, for example,
screen shots of errors
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To View an Existing Support Call

1. Go to the Main Page

2. Please select a call from the list using on of the methods described

on Page 3.

It is also possible to select a call made by a different user on the
same account.

3. Select the ‘View' button.

4. The following dialog is opened with the call details.

The user cannot modify the call details using this dialog besides
changing the status of the call (either to ‘Abandoned’ Or ‘Closed’).

e | SupportCallDetails -- Webpage Dialog

ID:
Sernvice:
Product:
Type:
Date:

User:

Status:

Subject:

Details:

Upload file:

Impartance:

EUSIUHEUUT 11:40:12

[Guygalon |

:_Open l|

test call 2
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To Add Comments to an Existing Call
1. Go to the Main Page

2. Please select a call from the list using on of the methods described
on Page 3.

It is also possible to select a call made by a different user on the
same account.

3. Select the ‘History’ button.

4. The following dialog is opened providing the user with the entire
customer’s documentation relating to the call.

a Support Call History -- Webpage Dialog

[ CaiDeiais —JERE

[“Hiow Comment 1 —View ] Expot To excel

ki) ey, blue-com. net/BluscomSupporty Screensy Shared winDialog. aspe* Title=Support: Calls Historyé@age=/BluscomSupportfScreens/S S Trusted sies

5. The user can:
* View each comment separately by selecting the record from the
list (with Type ‘Comment’) and selecting the ‘View ' button
* Add a new comment (‘New Comment’ button).
* Export to Excel.
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To View Responses made by Bluecom Support

1. Go to the Main Page

2. Please select a call from the list using on of the methods described
on Page 3.

It is also possible to select a call made by a different user on the
same account.

w

Select the ‘History’ button.

4. The following dialog (same as dialog is used to list comments made
by the user and responses from Bluecom) is opened providing the
user with all the Bluecom’s documentation relating to the call.

a Support Call History -- Webpape Dialog

[“New Comment —+—View ] Expon ToExce

Fctp: f wmwy, blue-com. net/BluecomSupportf Screensy Shared winDiakog, aspe? Tite=Suppart Calis HistoryfPage= BluscomSuppoetfScreens/s | " Trusted skes

5. The user can view each answer separately by selecting a record
from the list (with Type ‘Answer’) and selecting ‘View ‘button.

Please note, each time Bluecom adds a responds to a support call, the
response is automatically emailed to the user who logged the call.
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