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Introduction to BSMARTLINK

®SMARTLINK is a web-based program that will allow customers to:

» Open new service calls,

> Inquire on all Open calls,

> Inquire on Past service calls,

» Escalate to Brains Il on any open calls

BSMARTLINK is a secure application allowing customers to inquire, escalate and action calls that belong to
them. A Username and Password for individual or group permission needs to be assigned to gain access to
the BSMARTLINK website. The security for each customer is determined in the initial account profile set up,
and only your designated and authorized personal will have access.

Location of BSMARTLINK

To protect the integrity of your company’s data BSMARTLINK is a secured site, giving you the highest level of
protection possible for all your Internet communications.

http://eservices.brainsii.com/

BSMARTLINK Access Hours

BSMARTLINK will accept calls 24 hours a day, 7 days a week.

For any urgent calls or escalations after 5:00pm and to 8:30am EST Monday-Friday, please call the Brains |l
Customer Help Desk at 1-888-BRAINS2 (1-888-272-4672)
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Using BSMARTLINK

Log In

Customer Login

Label Action

Enter your User ID then tab to the next field, or use your mouse

(if you are a current user, using the new portal for the first time,
your ID will be the same characters but will be changed to all
lowercase, no spaces and is case sensitive, click on forgot
password link and answer the favourite question prompt. A return
email will be sent with your new password)

User ID — Case Sensitive

Enter your password then click on “Sign in” or hit “Enter” on your

Password keyboard.

Click on the Forget your Password link if you have forgotten your

?
Forgot Your Password? password.

Fill out this screen if you want more information on Brains I

Want to Know More .
Services
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Forgot Password

%TI;\W,,(,M

/" |

Label Action
Enter your user ID and Favourite Answer then click on “Submit”.
Please enter your User ID Your password will be emailed to the email address associated with
your user ID.
Fill out this screen if you want more information on Brains Il
Want to Know More Services
5
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Want To Know More

W e, DEBFrofile: Astea_Proto3 Version: 10.4.0.1

REQUEST
INFORMATION Save And Bt

Fillin the required information
(* marks mandatory fields).

Personal Information General Information
First Mame: & Which of our services interest you?
Last Mame: B Which describas your departmant?
Company/Organization: Which describes your title?
Phone: & How many personnel deployed in the field?

Email: B In which field do you work?

Company Website: Which Offering are you interested in?
Which Campaign are you interested in?

Comments
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Home - My Engagements

Brains

Anmne Stowart Axten_Prodod Verlon: 10401

J — .
HOME Sl Servioe l
My Carpany Drodke | hesw Sappart Ragueat Serice Regueat Hetory Suppart Regueat Hotory | Buspert Request
e Request No: Site IO Dabe From: Bl DT
58 revards found.
Requestbo, < | L | OpemD < OpenT | Prinriby s GitmID o Site = | Order Type o St
CEA3018000F 3| s 100 | Low 53:11,?“33?' Sarvicn Request Fenticaid
CEIZM1B0DIZ 2 12020132 11:00 Lo EE:;E‘SSF Eervice Request Crediad
CEII 180052 1| sz 11:00 Low EE::E"“F' Service Request £pusted
T ) | ERH1 74337~ [
CE1M2250053 1 ZEN22013 12:16 Lo 000 Suppor: Hequest p—
CE1M31E0007 i | 1amacons 642 Low e Survice Asgues] Cpn
. i CRH1ZET3T- ohe
CE12031500 1| s 1231 |Low v Hupport Request assined
CE1303250025 1| zemacoi: e Lo 55;522*33?' Zervice Request Irwaleed
CE1302250D04 1 ZENEEM 3 1314 Lo EUR:[::ZE‘SS? Eervice Request Open
CH1I04030010 1| cmaczona 1 Low FIN RaR5T- Suppor: Hequest Gpen
v Support Request Service Request & Export P calendar &Personalze
L
Search | Clear | More
| ordertype  =| stats =  Reference =  ETADate 7| Severty = Froblem Code | problem Description <
wnit has no pawer , wil not
| Sarvica Request | Opan . 05052013 . | Ho Power | boot, wied ...
Please replace hard drive
.Stﬁ'ttﬁtql.lclt lUp:rl .C}DEECI.’! l5c1.|4 .HuruDrrvcEm:ra | Retated P . Hard ...
Related Problems: System
Service Request Opan 12254354 0210572013 Sev 4 System Won't Boot Won't Boot;No Power,
Suppert Request Open 0110572013 Sev3 Hard Drive Errors mwﬁlﬁgﬁfﬂ
| coc | 91052013 [ Lenova aa madel 4518-E40
Support Request | aseigned | puiesiz013 tard Drive Errors rey v from Z12-05 L
Suppart Regquest Opan 3010472013 Sev 3 tard Drive Errors hard drive nosy
P —— - — P—— | system wil not boat just noise

After signing in to BSMARTLINK you will be taken to the Home Page, My Engagements. From this page you

can:

e Open a New Support Request - Open a Service Call

View Open and Closed Calls - Open and Resolved Support and Service Requests

View My Company Profile - Customer Number, Name, Company ID and Bill to Address and Phone Number

View Service and Support Request History
Export data to Microsoft excel or other type of spreadsheet for reports.
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New Support Request - Open a Service Call

From the Home page click on the tab “New Support Request” on the toolbar. The screen below will enter and
your Customer Name, ID and Phone number will automatically populate.

REW SUPPORIT
REQUEST Homa | Search | Sgve And Conorut Save Acd Mew  Save And B Rl

Regues! No. CH13065100021 Line: 1 Slalus Open Hode. 200000 Open Dale, 2003-06-10 Calker I ERN_ASterwart
Fill in the required informalion[* marks mandabery fakds)

i Customer Customar &  BiNTe W ms
7 Address Custarmer: [ |
3 Contract Custarmer D: :EI‘-INIZAB?
4 Product Site: =4
5 Provider Site 1D =3
6 Problem Phane: A416-864-1234 e
Comtract @  Productiem & Pronder &F
Contract No: | | Tag: | Action Group:
Request Type: | Product: bty LE
Warranty Type: Seral No.: | J Hew Mode: * .l‘l'ﬂﬂﬂﬂ
Contr. Resp. Itam Desc. | Referance:
Probbem &
Problam Code: = Priority: [1 ]| Low
Savarity:
Problem:
Automatically Populated Fields:
Date Opened The date the call was opened in BSMARTLINK
Caller ID Name of caller who opened the call.
Customer Bill to Customer Name
Customer ID Bill to Customer 1D
Drop Down Options:
Site Allows for a search by ship to site address
Site ID Allows for a search by ship to Site ID
Request Type S)n Sidebar S”elect 3. Contract, this allows you to choose service
request type”. (See snapshot below)
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Braind))

HEW SUPPORT
REQUEST

o, Anne Stewart 08 Profile: Astea_Proto3  Version: 1003001

@

Homa

el B a O

Sawe And Comtrge Save And hew  Save And Bet | Rafren

B

S

Request No. CS1306100024  Line 1 Siatus Open Wode 200008 Opan Dale: 20930610 Caller I ERN_AStenwart
Fillin the: requined information(® marks mandabory fakds).

Customar

Customer:

F  pinTe T W ms
DT

Customer ID:  [ERN124337 |

Sita: | |o-.o
Site ID: | =

Phone:
Phone: 1416-864-1234 |
Contract & Productitem & Prowder d
Contract No.: | | Tap: = Action Growp: |
Raquest Typa: E Product: ] Agent: |
2] Request Type Lockup -- Webpage Dialog

11 records found. Displaying Records 1 to 11

Request Type = Description al
AE Advance Exchange
BF Break Fiox
BLL Out of Scope Bitzoke
DEP " Depal
055 | Deskside Services
HO | Help Diesk
MAC | MAL
P _ Prawantaliva Mainlananca
PRY Promcts
1 Ag-mage
Sw Software
9

May 2013

Brains Il Canada, Inc. - STRICTLY CONFIDENTIAL



Braind) BorA ST

LINK

User Manual

Drop Down Options:

On Sidebar Select 4. Product. This allows you to search for the site
Serial Number- MANDATORY | serial number. If the serial number does not identify on the system
enter a machine type in the “product” field. (See snapshot below)

Brain dicome, Anne Stewart D8 Profie: Astea_Proto3  Verson: 10.4.0.1
NEW SUPPORT '/.-\' | g' H E ﬂ ‘ G
REQUEST Home | Seach | Save And Comnve Save And New Save And Bz | Refash
—> Reguest No  C51305100024 Line: 4 Status: Open Hoce: 200000 Open Date: 2013-05-10 Cafer D ERN_AStewart
Filnhe nqnm pﬂqugpn(‘ marks mandatory Meids)
Customer & gnto O W m,
Customer: i i

Customer ID:  [ERN124337 I

Ste: [ ] :
Ste 1D: [ I

Phone:
Phone: 416-864-1234
Contract & Productitem & Provider
Contract No.; | | Tag: [es] Action Group:
Request Type: | l .| Product: | l Agent:

1 . )
Warranty Type: | | B&! Naode * 1200000

&) Instalied Rem Lookup -- o

Product D. Tag Serial No.

HT1]

%
e

117}

Nomlinsoo records found. msummunmoo.ouqm-om

'nlut a lul-ll-. A ”w a m a * A
£6420 18TV | Det Lathude 8620 ;o!es "“”"”1 011082012
E5420 ' 10Z2CS1 ' Del Lottude E6420 ‘ ;2"'2‘337'” 01062012
E5420 [ | Del Lothude £6420 ‘ 05';”'2‘”7“ 011082012
£8420 [e—" | Dell Lathude E6420 ' ;’;’"2‘”7'”' 011082012
ES420 ‘ 122GV .wme!uzo :o:mz‘n"w 01092012
ese0 [ 1praovs | Dol Lathude E8420 ogi;mzmrm 011082012
£6420 —— | Del Lathude E6420 ' ;‘;’"2‘””’“ 011082012
10
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Product

If your serial number does not come up in inventory then you MUST search by Product in order to open the
call. The drop down menu will allow you to search by Product ID — Manufacturer part number. If you do not
know that then search serialization — Always - to get a list of products to select from. Product Line will
allow you to search by Manufacturer. The Search Key will allow you to enter your Product ie HP ML310.

Anme Stewart DR Frofie: Astea_Probal |

NEW SUPPORT {a: E El h‘ ﬂ @
REQUEST Home | Ssarch | Sgyvp And Cordies Ssee fnd Mew Suee fnd Sd Rafesh
Hegquest Mo, CE06240031 Lina: 4 Sialus: Open Mode: 20000 Open Date: HH306-21 Culer [ ERK_AStewart
Fill in the regurad nformason]® marks mandatory eids).
Customer & GilTe &G W Mo
custorner: | |
Custorner T [ERN124337 |
Sha: | |
Ska Ik | s
Phone:
Fhana: [415-864-1234 |
Contract &7 Productitem & Proviger é
Contract Mot | | Tag: [t Adbon Group: | |
Requast Type: | |-w -Ei_ﬂdutt:_# |ﬁ| Agent: I |
waranty Tepe: | | Sarial He.: E Mew  Mode: * [z00000 |
& Product Loakup - Wenpage Dialog
i —_ — —_ '-'_T' - —__
{Pmdul:i I:I__,,.I Cmscnpion: Smarch My, . _.--'J
Frod. Cass: @ Viodsi:
<-5¢rulz,wnn' Hlvs ) - Sottware: - Imvestory: -
Sanine Prod - Praduct Type: Prad CRiegony:
Exclide From .
Replerahman
More than 5040 records found, hsplaymg Records 1t 100, Query nat sortad
Produck ID <~ Prod. Lme <> Model o Descrapbion < Seardh Key - Servioe Po.
2003-110 ECOM HETWORK  3Com Swich 54 Porl 10 100 NPES 300 ST
CO0Z-AIT SOMY STORAGE  SONY AN 3 10308 Tape Drive SOK TAFE
| noet-co1 HF STORAGE  HP SursStors Coticel Jukebox HP JUKE
DK EM STORACE | 1M 20 S0CE OCSM SWH Tope Orbe B ASSDD
IC 1 HPLORE LAFTOR Xpiare B 0SC2 Tabiet WPLCI04
[ 04-25000-6ELET WPLORE LAFTOP | WPLORE TEC [4104C5 TARLET *PL 04
013507 KERDE PANTER | Seroe 135 P ¥ER 135
BEETG PAFTROME | PANTER  PRINTRONE 150 LFM TWinK CPRIED |
I TRO01 3550 WINCOR pOg Bieeda-Wincor POS X1 BEE XL
3224-1 EM HSFLAY 13l Ganarc: Twitax Tarninal For 0GB TERM
330-2300 PARTROME. | PARTER PRIETRONE 2300 PR ORS00
B310-000 HP SERVER HP PrpLeanl L3100 505 X3075 158 HP ML3 13
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Problem Code

Baind) e ——

REQUEST Homa | Saarch  Save Asd Commue Save And New  Save And B Rafsh
HAequeat Ho - C51306900024 Lina: 4 Sistua: Opan Hoda DO Open Date: 3043-06-10
Fill in ihe rguired informationd™ marks mandatory Helds)

Customer & gt

CuSTOmEr: ' |

Customer I: | ERN124337 |

St | | .

Ste ID: [+

Phone: 416-864-1234 | e

Coniract &  Productitem

Contract Na.: | Tag: | [
Reguest Type: Je=e|  Product: [ .
Warranty Type: [ | Senal Mo.: | | "
Contr. Resp.. Iham Desc.: l J_¢_

Problem
robem Code:) | @
&' Multiple Problem Codes Lookup -- Webpage Dislog

Description: Moot
9 records found. Displaying Records 110 9

- Problem Code = Description s 1

[ |eoor Syabem Woat Boot

71 | Fuser Fuser

| wo | Hard Driwe Errars

FT | mac [ mac

F1 | 1am | Paper / Label Jam

1 | omER Oher

[ | rower | o Pewer

] | rEmage | Re-image

7] | SOFTWARE Softwang

On Sidebar Select 6. Problem. This will allow you to enter a
problem code and a priority level of Low, Medium, High or Critical.
as well as the mandatory Problem Description information

(See snapshot below.)
You MUST enter Site Contact, Alternate Site Contact (if available),

Problem MANDATORY contact phone numbers and a detailed problem description in this
field.

Problem Code/Priority

12
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After completing ALL of the steps in this section and ensuring
accuracy of all information click on the “Save and Continue” icon
H on the toolbar at the top of the page. If you miss some information
after this procedure you will need to email
TScustomerHelpDesk@brainsii.com to provide the missed details.

Save and Continue

Save And Continue

Problem MANDATORY FIELD

Always include the Site Contact Name, Phone Number (and an alternate if available)
and then the problem description as detailed in the example below.

NEW SUPPORT G’ 5@ & & - 0

REQUEST Mome = Search | Save Ard Controe Save And New Save And Bxt  Refesh

Request No CS1308070027  Lne 1 Status Open  Node 200000  Open Date: 20130507 Caler D
Fil m the required nformaton(* marks mandatory fiekds)

Customer < aavo

Customer: Ex At

Customer ID: ‘Em12m7

Site:

) ] L ) .

Site ID: |

. - Phone:
Phone: 416-864-1234
Contract &  Productitem &
Contract No.: | | Tag: | |-
Request Type: ] » Product: | A
Warranty Type: | | seralNo.: | Jooo|tew N
Contr, Resp.: Item Desc.: | l R
Problem
Problem Code: | 1@ Pri
Saverity: v

Problem:  Sits Contact Mary Smith. 905-123-1234 Altemate Contact John Doe 905-444-2222
Probl Provde a detailed description of the problem hare.

13
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Support Request

Once the call has been opened it will be assigned and entitled by a Brains Il Client Delivery Controller (CDC)
before being assigned to a Service Technician. You can search on the status of the request through the
Support Request Tab on the toolbar on Home Page — My Engagements. The search options are included in
the screen shot below. This search was done via the “Status” dropdown.

DIAINS)

v, Anme Stewart  OF Frohlz: Astea Probod  Verson: 1004001

SUPPORT REQUEST | B
Horra | Rafrash |
Search Page
Fil crilenia fiskds and chck on Seanch bution ,_ﬂ—f"—““-—-___\
-_— |, — ——— ™
Faguest D: i Caller Hame: [soa]  seem: Jrea) Seatusi_Any - I
From Dipes Dale: E To Dpen Date: ﬂi Agernt: Probi=m Code: E
Anterance: Contracd Mo, Fhone Order Source: |
Ressel Type. ] T sl Saral o [l Pooguct, aee]
Prorty: (eee] rdler ictuy: Ay - Saverity: -

ftmr Smanch - save search sring and retieve new regulis * [ Refresh Data

48 racords found. Hsplaying Records 110 42

RequestI = Lme OpenD = OpenT <= CoctomerID = Status — Agent = Spwerty < Problem Code = Froblem
LS I05DR0EY 1 7203 12:45 EAN124337 Opan
CE1305070020 1 07013 1247 ERN124337 Opan
1 1 OFME013 1152 ERN124337 Opan
1 S0 S 1347 ERKN124337 Qpgn Sew 3 Hard Drive Errurs Wachmm nol worsing
| SO0 3 1347 ERN124337 L C00 i SEAbzaed Hard Drrvw Errors Wachmy hss no povwer
1 20403 1652 ERN124337 Opun
1 2403 1652 ERN124337 Opan
i i THE R 1R LR EAN124337 Open Sew 1 Hard [rrve Errors hard drave nossy
1 2 19:56 EAN124337 Op=n Hard Drree Erors hard drve makng noes
1 | 20040093 | 1140 EAN124207 _Upen
1 | 20004700 3 | 1132 EHN124337 Upan
1 | ZEEHD | 11E CHNTZEN Open
1 | 2T 10 CHNTZ4LN Open
o 1 20N D 1012 ERNT2412T Open
CE1 042302005 1 24013 1015 ERNTZ412T Open

Click on “Request ID” field to get more details about the call entittement and response.
See screenshot below.

14
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Support Request Details

virkome, Anne Shewart DR Profle: Astea_Prtnl TE [0 M
= e
SUPPORT REQUEST el - I L = AR = E
Homa | Search | Sees  apply | Kew | Refsh | Amach Mal  Asabea
Feguest Ho. CETHZM0003  Leecd Customer Hame: S Hame |

Status: CDC sssigned Lakar Sal. ot startsd Fromy: 1 Roade: 22214 Crpen Dabe: JH20503 12106 Creabon Uste: FWUER2013 1206 Agent: FlAKczIzOhn
Call From

Custorer 0 [EFNA124337 =

She: T [ERMI124237-00002 [ Desmiption: T N p— ]
Calar Name:  |[Anre Stawarl s "

Phane: [476-854-1234 = |E

Channzk: | cantct center 'l ‘.‘;F
Product &  mmportance

Piad. Liee: Dt = PP -

N | e Lot E6420 Ig ik Lo

Prabiern Code: | Hard Deve Errars |= Current Session

Taq: | Juse Shart Desc.: | |

Serial Ha.: [1PFaE [=/tze  Dasoption: | |,;-
Whian Solwhaon

Open Cete: (2502203 |B 1216 | @0 Repar Code: | o2 Resol, Mathod: =
Contract Resp.: (28022052 [1400 | Cause: [ 2| cust samsf | -|
Resp. Date:  |28mze0iz | [1400 | @® Resoive Tm’| |’\"
Calack Date:  [28022043 [0 900 [ @ ] eochrad N =l =

| Accepted by Custormer Accapted daka: .

15
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Support Request — Activities
When you click on “Activities in the Tool Bar, the first screen will provide a list of Activities. To open an
Activity click on ZOOM at the far right hand side of the screen.

If there are multiple activities you can scroll through them by clicking on back or forward keys shown circled in
red below, or you can go back to list.

Braim Wedcome, Anne Stewarl D3 Profie: Astea_Prolo3  Yerson: 10401
SUPPORT REQUEST i | B ‘ RA F S =® @A %

tome | Seach | Sgve Aggly  New | Aweh | Atack Ml Acabue

Fecy. ko : CS1302250001 Une 4 Customer Name She Name: §
Stahia: COC assigned ~abor Stat Not started Frionty: 1 Nase: 202215 Open Dot 250212013 12:16 Croation Dote- 25022013 1216 ~gent' AMAKexIznn

( % Fw W] B/ [ sackmome ]
—— <

scovey: *[Emse E Bizbla: 7 84 Durtea: | 025 15m
Agent: [IViAK=z3zba |2l Tax cateqory:| le:|  orginal
) | ; Duration: —

Action Growp: E;OR? | Acceptad Resoonss: 3622073 |7 1456 |3

Priorky: 1 Iv-»;lnw ~ Taxable Stare: —1 -
= — : : =) 1o

Tme Zone:  |GMI-05 [2=e]  stop Coce: | Io21] R -

Complation: ] |3
Commant; ing intermitient data erors.

16
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Service Request

Once the call has been entitled by a Brains Il Client Delivery Controller (CDC) it will be assigned to a Brains |

Service Technician.

Similar to Support Request, you can search on many fields to view open and resolved service requests, in this
example the search was by “Order Status”

DIAINg»

ekome, Anne Stewart 08 Profie: Astea Proto3

Verson: 10.4.0.1

SERVICE RECUEST |
Hom | Rah
Search Page
Fill crberin fiekds ond click on Search button f- - -n_\
Recuest 0: || ! Caler Kame Sie D e mrwu'h;&:v - Y
From Dpen Date: \BB| T Open Dt |£i Agant: e Proklam Code 'oﬂ
Anfemnce. Conlrac Mo Fhuone. Friorty. =
Hegusst Type: 750 Seral Moo Tap: e Sroduct: ane
Drder Source: scel  Mataril StEUs fiyme - Order &ctity: frmy - Severty: -
Aftar Search - aowe soarch siing and rednicwe new resulln -+ D Refred Dala
4 records fand. Displayng Reconds 1 fef
| m EID = Line OpenD > OpenT =~ Cims m o Shatus s M S Geyerity > Probhem Code Py
Dephryed fi
PUHA04160002 1 |oeMAEDIZ  0B:3D EANIZ433T open
PITM41ED
CE1205070017 1 | oTmEEDIZ 14T EANIZ4337 Ressived asad fron
51205050004 1 DEMEENI  OS:AS ERK1Z433T Open He Power hen beol
_ cannol star
C51205020025 1 |o2msEm3 1532 EAMIZ433T m'} Meeded Sevs Hard Drtve Errors ::u:lagnm
| ’ Comgun
CETMSIZ000S 1| nmsEmI 10 LANIZ41 Upen Sevd yshem Vo Dot ':'"‘:r :I;“
[cormazunnzs (1 | swamory | 1rs LAz 54 on See Heeded
| ez104zE001z 1 | mmmamey | 4zo0 ERMIZ4307 Lccepled by 34 Hard Crtee Errors
CE1MHBO007 1 |1emaEs | 1642 EAMIZA33T Open e Power
C51202250004 1 | zmmIEn: 13 ERNIZ4337 Open Say 2

Click on “Request ID” field to get more details about the call. See screenshot below.

17

May 2013

Brains Il Canada, Inc. - STRICTLY CONFIDENTIAL



Brdlnﬂ BSI\/IALRT"

INK
User Manual
Service Request — Service Info
Wielome, Anme Sbewarl DB Frofie; Asbea_Prolod  Vewon; 1004001
@ AR B e S ®E @R %
Horrs | Sswrch Save  Apply Mow Delele  Sefesh | Attach Mal  Aspott Egpot Acabems
Request T 54 3050004 Line: 1 Sizus: Resobred Labor Siat: Partislly completed  Material Staius:
Priarty: 51 Heodz 303315 Cusiomer Escal Levet O Escal Darle: Sie! Senvice Agent WSChoegdz
Cuatomer Contract When
Harne: [ | Contract Mo.: 00000084 -] creation Dete: | DG0SE013 GR0s |
Stafame: | ' | Warranty Typa: | Open Date: 06062013 |  [0%08
callar: [ | Request Type: BreekFix | LM - ETaData:  OGOSEOIE|  [130s
Fhone: [4163207878 | Contract, ETA: |DEMEE2013 1305 Calback ete:  oE0Sz0IE| 105 |

Resolve Date: 21052013  [zzom |

Produetliem 7 salufion Iimpartances Ciitical
Prod. Una: Dl s | Problam Code: (Mo Power e Qusk, Sabisf.c T

Tam: [ J=] Causa; [Electicel Compunent Failuf==+ Rafarance: |

Product: | Dol Latide EE22D | Reper Code: | Resohe by Fhone | Saverky: [ -
Serlho:  [10CAE s+ B Resol. Method: | | Duation: [ e2snishism)

[]Accepted by Cuscomar |:|Eﬂ|

Probilem
Descrption: urtil b no poveer, will nol Bogl nsd powsr supply froen olber compubar ard woeks ok, nesd reglecesmenl povesr supply

Resahe Text  |somalotn

G 4R
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Service Request — Activities

When you click on “Activities in the Tool Bar, the first screen will provide a list of activities. To open the
Activity click on ZOOM at the far right hand side of the screen.

If there are multiple activities you can scroll through them by clicking on back or forward keys shown circled in
red below, or you can go back to list.

Bra i "! .ll Wieloome, Anne Stessart  OU Profiz: Astea Protod  Version: 10001

=] =] e e I
SERVICE REQUEST ar | & | = )| | @ B f E "
Hore | Seah | Sgve Apoly | Mew  Duleis | Aefesh | Amach Mal Repo Expom Aradioe
Rogoeal CEASISIS0004  Lios 1 Salis Resalwed  Labor Sl Partially completed  Ualers St
Pringly 51 Wods J0ZE5  Cuslomsr, Eecal Levei @ Escal Dabs: S Sarsice At WECIWIWE
( [ [ o (B[] Tmackioien
— -
Actidty: * Entitle |“°‘°‘ Dilabie: |Fl: 'y - Dwration: 095 h [1.5n|j
At ACHIbzlm e Jeon!  Tax Catenend sl Qriginal
I_ o Dwration: I—I
o G BB = Dsccata wsvon: sz ] 505 T3]
troy: ST lafomnal T Sur:  [panszora] = ez ||
Tme Zone:  |[GMT-05 |s=  Stop Code: [RESOLVED [z .
— Dq’mnfun:ll—:lll rrl =
Compeond{psnazna B paa1 @)
Comrments

unit hag ne pesen, will not book, ried power supply fram ether compuiar and works ok, need replacecment powar Supphy
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Service Request History
You can search on Historical Closed calls in this section.

Click on “Request ID” column and you can view the call details in Main Info.

Yiccome, Anne Stewart  COE Frofis: Astea Protod Version: 10.4.0.1

RINY) g

SFRVICF RFQUEST s | e
HISTORY Howra | Refrach
Search Page
Fi crieris fisi2a and cick on Search bution
Aequest D I—E Fnmary SA: Ste : feeal Status: T\ny -
Caller E Kode: EJ Action Croup: E
Product T jss  From Open Date: {E8]  ToOpen Date: B
After Saarch - 8ava 8earch eling and retneva new saulis v | Refrash Cata
4 records found.Displaying Records 1 to 4
RequestlD & Ume OpenD &= Openl = Customer 10 o Status e Product & Problem Code < Problem
C31301153002 ; 1 [ 185172013 i 1150 i ERN124337 Adjaled ! 1727THCt No Power | Probkam
{2 |1aoze2 | 1o | ERN124227 Credted | 1727HC1 Mo Rower | Problem
{3 |r1awzoz |11z | ERN124337 nvokced | 1727R21 Mo Power | Problem
R | A/NAz012 | 2116 | ERN124227 hvoiced EESAN Hard Drive Errers. | Hard drive errors
Service Request History — Main
This view will show Problem Description and the Resolution details of the call.
Brdingp [ e, Amme Stewart  CF Profle; Aslea_Proted  Yersor: 1064001
= -
SERVICE ROQUEST | B R B ] | B F = D 3,
HISTORY Homs | Ssamh | Egye Apoly | Mow  Doleie | Asfroh | Amech  Mal  Repor: Arahyos
—} Regoest C5134250042 Lirez: 4 Customer IC- ERHA2433T Cusiomer Hame:
Sietes: Imwolced  Priorby 4 Mode: @32 See 3 ERMIBMIIT-O00NS  Sie Hame:
L When Comtact
_ Open Date:  [2EAAE013 1200 Durztin: | i 2em Prieiy: Lowe
' Resobe Dater | DASR013 13:02 Contractial ETA:  [20042012 0800 | Sevaniy: d
Contact: [ |
Product i Coverage Serv.Provider
Product: laz82.9R0U Crabract Mo |opoponas | Action Geoup:  |GTA
Saral He.: |raLzzmR Warmnty Type: | | Sarvce Agant: [TEGH
Tag: | _ [ Pt Rate Hode: [zozz1z
Prabdam Praldam Code
Description: =ysiemn down Froblem Code: Fard Drve Errors
— — Cause;
Rasahe; 1 site found fusar burnt, raplaced fusar printing 100 copies. Print
ot e Rapar Code: Fapiace Per) Mek=rial
Reguaest H Resolution Method:
quest Type | | | "1 Enowladge Base
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Service Request History — Posting

Activities

When you click on “Activities” in the Tool Bar, the first screen will provide a list of activities. To open the
Activity click on ZOOM at the far right hand side of the screen. If there are multiple activities you can scroll
through them by clicking on back or forward keys shown circled in red below, or you can go back to list.

Yiscome, Anne Stewart  OF Frofi=: Astea Protod Version: 10.4.0.1

)

/ 3| (@ i | & @ 8 s

SERVICE REQUEST {!\J l@ LR = L e @ =) UJ 41‘ %

HISTORY Horrs | Search | Save Apph | Mew  Ouleie | Refresh | Amach  Mal  Repom Bgom Anshoe
Une 3 Coatomar D ERN124337  Customer Name!

Reguear CS1301130002

Drody 4 Node 202412 St D ERN124337-00011  Sio hane

Actraty; BreakFoMudrange l_'-' Darsnd Status:  Completed Duraton: z

58; ABRUcig? @ Bizok: Folicy -] &‘g;‘,‘:

Action Group: (ABIOL [e=] e Zwowon|®|fiee ||

Prionty: T 1fe Low Zone Charge By: = nispaten: [

Time Zone:  GMT-07 fol  hcceptec: Start: 180013 (w1100 (3]

[] Extarnal [ Taxable Geposton; o -

Vendor; [ vaxcatagon: I~ complevon: Tamizo3 @ 1300 |2
Stop Code:  RESOLVED Jess)

Travel To Customer Travel From Customer SLA Analysis

et 1g01201a j6e {100 | @] Amvat Jem ]| 1@| 7] Actwty to update ordar Calback

Arrival: 130/2013 11:00 Start: | Actrety to updzte ordar Arval

Distance: 100} Distanca: ' || Activty T0 upcate orcar Resolve

Comrment:

Materials

When you click on “Materials” in the Tool Bar you can view what parts were used on the call.

' (=] | . . =
SEHVILE BEQUEST ﬁ .ﬁ” If"l | i 1= ] ko g ‘{?? @ E.l '8 %
HISTORY Home  Seavk | Swes Acply | Kew  Osists  RPevess | Amack Mal Repom Smam srokee
Farpeas CRAN11EHHD Loe 5 Cuslneer 1 FREAMEET Sl Hame
Al evced oty 1 Hoda: HIMAT Sie L EHHAED Sde Narme
Paterial | 00 F1
Froduct ;4 wing =2 Fulied walnred | [oeneg
Quantdy: 1 — _1|*-:|
Promviaret;  [ToRERY el g R -
Bin/ Area; Dofadt Good | gy puecate: 20012013 [] 1002 [3]
Imeantory Type: Cl"' Uszga Data: 1902203 || ness ]|
Vendor DELCODM s Disposton: -
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Support Request History

You can search on Historical Closed calls in this section.

Click on “Request ID” column and you can view the call details in Main Info.

Profie: Astea_Proto3 Version: 10.4.0.1
SUPPORT REQUEST ﬁ e =
HISTORY Home | Refresh | Export
Search Page

Fill criteria fields and click on Search button.

Reguest ID: 7;’7 Action Group: os Site ID: wos|  Primary SA: 7
meg;: To Open Date: Caller ID:

Order Status: Any -

After Search - save search string and retrieve new results ~

Refresh Data

2 records found.Displaying Records 1 to 2

ID & Line OpenD = OpenT & [e ™ 4  Status & Product &  Problem Code = Problem
CS1305100030 |1 [100s2013 [ 1227 | ERN124337 [ mvoiced [ asanza | Paper/Labeljam | printer jam
cs1305100031 (1 [1omszo13 (1243 | ERN124337 | Invoiced | E6400 | No Power | no power
Support Request History — Main
This view will show Problem Description and the Resolution details of the call.
Wecome, Amne Stewart DS Profic: Astea_Protod  Version: §0u4001
— - - -
SIMPORT REUIEST | AR B B | 5 | i TET
HISTOREY Howrs | Seach | Smer Apply  Haw  Deieie | Reinod | Alech Mal Bepot Soot Andyes

Aequest CENEIN0M  Lhned  Cuswomer D:ERMMZ4IIT  Costomer Hame:

Satus: imvolced  Pricly 1 hodm: 302233 She D ERMAR43M-O0003 ke Rame

When Conlact

apen [Ehe: TOMEM013 1227 Duration: 035 15m Friarty: N Low

Rasnkm Oata: | 100582013 12243 Contrmctual ETA: | IODERDI2 1677 Sareriy: -

Contact:

Froduct ( Coverage: Seav. Provder

Produd jas4man | ConvectMos  |0ODDD0Ed Action Guug:  [COAP |
Sarl Mo @HK‘MWZE Wamanty Tvoe: Sarvice Agenti LY

N Pt ae wow G
Progiem Protikem Coda

Uescnaton: lorinksr jern | Problem Code:  [FRoariiabel Uan

Cause:
Waz able 1o Fio over phona,
Rapar Code:

Ranuest Typs:

Resclution Methnd:
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Support Request History — Posting

Activities
When you click on “Activities in the Tool Bar, the first screen will provide a list of activities. To open the
Activity click on ZOOM at the far right hand side of the screen.

If there are multiple activities you can scroll through them by clicking on back or forward keys shown circled in
red below, or you can go back to list.

Braln![j Wel-ome, Amne Stewart D8 ProSke: H. Protod  Versen: L0.400.1

surporT reouest [ IS 1= IR AN~ I~ R T - O 1
HISTORY Homa  Gawth | Swew  Azely | Mew  Deless | Pefeeh | amech Mal o Rapeer Fmem Grams
Ranueal CH1105900030 Lina: 4 Cuslomer I ERHA2MMIIT CUERiimeT haimie:
s gweoiced  Prioly 1 Hode J022RE 500 0 ERNIBAIT0000 St Hame
T e
|mctvity Checkuist| Time | Address
Acthiy: [Erninie |s=  Derand Status: Campleted Durton: | 0.25
Sa: [Lrantizm [« pitae: Salicy - ETA: 1203 || [1e3s ||
Action Graup: [CORP = Dispakeh: [m]| [=
Brery: [l wow Zana Charge By [=]  stan: sz (@ [z (@]
Tima Zone; |I3r-'IT-lJS 2+ Accepted: T~ Dispasition: ~ulfillesd hd
Extemal [ Taable Completion: | 1VOS2Z013 | 1242
wendar: [ [ Tax categong |-:|  step code: |RESOLVED =]
TR [oinner SLA Analyais

[ actwicy to updabe arder Calback
[ activiy o updabe order Al
| acthicy to updabe order Resole
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Escalate a Call

Once the call has been opened, entitled and assigned to field service, you can escalate via the email link on
an open Service Request during business hours 8:30am — 5:00pm EST. See screenshot below.

=, Annc Stewart DR Profle: Asten_Probad  Versine: 1004001

Braind)

SERVICE REQUEST | B R B e G e A = T
Home | Seanch | e Apply | Mew  Delete Robesh | fmach WEl Ropon Bgom Aaabee

Asguest CSA3061 B2 Lms: 1 Sishum: Laoor Stk Parbally compledsd 1 aleral Sists,

Srigriy:1  Mode: 0ME  Cuslomer. Emcal Levet 0 Ezcal Dale: Se: Service Agenl JARACZIwD

Customer Contract When

Tearme: [ | Contrack Mo.:  TEM |-+:]  creation pate: [1E0ERDE 1741 |

Ske Mame: | | WarTanky Typa: Open Date:  [15052013 |  [1741 |

Calar: |zonT1 20404 0001 | Reguest Type:  Outof gillum - ETh Date: [zamspnz | jpama |

Phana: | 55555 G555 | Cantract, ETa; | | Caboack Data:  [2006@2013 | [1500 |
Resobve Dates | | |

Productiem <7 Solution Importance L

Prod. Lne:  |Lenova | Problarm Code: |Syatem Won't Boat |+ oust Satist: -|

Tag: [ [" Causa: [ |"| Refaranca: in1 2284454 |

Pracuct: Laioee THINKEAD MIMID o Kapar Codes | Sevarty: 2 -|

Serfal Ho.: [ sz 1 Rasol, Mathod: | Duratian: ~ 228k {zh15m]

|| Accepted by Cugamer B

Problem
Dasaption: | Realed Problems: Systam Won't Baot

Resolva Text:

After Hours 5:00PM = 8:30am EST

1. Telephone Brains Il Help Desk at 1-888-Brains2 (1-888-272-4672)

**The Help Desk will need to know your Brains Il Call Number and reason for escalation**
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Change Password

On the Home Page — My Engagements go to the far right hand side and click on the personalize ICON

i Personalize

This will take you to My Profile. Click on the password ICON and make changes in the pop up box.

Braing)

Viscome, Anne Stewart  CE Frofis: Astea Protod Version: 10.4.0.1

MY PROFILE @ 2 B8 | FG 8@ B
Home | Scah | Sove Apply | Daietm | Aefesh | Aumch Mad Arobyee
Sesch Bame Anne Stewart  Prioay Phone 418-864-1234  Alve Yes
Company 1D. ERN124337  Compuny Nams. Action Group. Slute ON City Toronto  Counliy. CA
Personal Info Information Communication &
Contact D * [T AStewart Company D [i§ ] Primary Phone: 416+
Name Preftc Managament: | ]1«] E-Mat: anne stewart@i i
Fist Name: ¥ Anne Supendser: [ ies]  E-Mal2:
Last Hama: ¥ Stawad ' THe: | |sssl  URL Address:
Saarch Name:  Anne Slewart Language: “ |eng E:]
Address . Portal Access &
Addresst I?ZZBaySLPo'Box 261 '— Password: (B >
— 34 . jr— A
Cty: o Ghate: tON [_: 2 | Confirm Paszword -- Webpage Dialeg 2 |
2p; [L“Q‘.J.‘[’ I'"I Country; " bﬁ & Existing Passwoed
(o] 5

Phone: i ) Fac i | MNew Password:

Verify New Password-

| Submt | | cancet |
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