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1.1 Customer Service Portal

IMPORTANT NOTE : For past fickets the ticket number matches the old ticket number with the addition of CS00xxx in front of it. You
can search for an old ficket using “*Ticket number” in the Number field.

Find Answers, Faster

Find the answers you need when you need them

Search (minimum 3 characters)

Open a New Case % My Open Cases

Submit a case about your product and our
support team will assist you.

Click “Open a New Click “My Open Click “All Cases” to
Case” to create a Cases” to view all view all Cases,

new case active Cases regardless of status




‘ 1.2 Open a New Case

Home ) CustomerService » Support » CreateaCustomerCase lse*"(h ‘Q‘

Upon clicking “Open a New

Case”, the user will be i et
redirected to the Case Form I‘smveﬂrwwﬂ | bt

*Case Type Account
. Required informatian
Choose among the following types: [ ] [ messen 1] S oerton | cre
* Application Ccontact

Change (to be selected only in cases of
system upgrade, add Ons & new industry |

solutions) *prony

Enhancement (new request) [ [-] [ oommwer =
Complaint (bug-fixing) I“‘ e acton |
Project (new project) -

Support (support issues) | ]

Troining (Troining issues) —_—

|~I {6 Customer 1 :(|0|

Fillin all the fields and
click “Submit” B riistachonanis

You can add an attachment by
clicking on the paper clip icon
“Add attachments”

Note: Mandatory fields are
marked with a red asterisk




‘ 1.3 Approval from the ERP Manager

Some companies require an

initial approval from the ERP In those Cases, the

Manager

initial State will be
“Not Released”

The Approval will be requested
automatically when a customer

creates a Case and is part of one of

those companies l:
Number Updated State
€S0001151 44m ag Not Released
Example Case

Case Type Account Contact Application Opened Priority
Enhancement Test Account 2 Customer 2 SAP ERP/S4HANA 44m ago 4-Low

The ERP Manager can access their
pending Approvals through the

. View all notifications
Customer Service Portal

Test Case
| €S0001154 4m ago

On the header menu, click “Notification” > “View all

Note: The ERP Manager will also receive
a notification.

notifications”




‘ 1.3 Approval from the ERP Manager

Click on the Approval Home > Approval | searcn [a]

(Case ID Number)

On the Approval form page, click on 2

This Case requires your approval = (S00010 ip g o : 1.” : d 1_
pprove or ejecCi In oraer 1o
E= S RN opprove or reject the Case
Created Approver :
= Approvals about a month ago I . ] Case: (50001036
Case: CS0001116 Reject 7
Requested v |

Case: C50001154

Additional Case Actions

Case: CS0001121 Activity
Type yo! ge here... Post

Customer 2
15/03/2023 16:47:54 c

You can view the relevant case by

Created

clicking on “Open Case”




. __ ‘ 02 Monitor the Case




2.1 Review the Case

Home » MyRequest-

umber eyge . dated
el Upon submitting the Case, the user will be s sk
redirected to the Case form
Example Case
Case Type Account Contact Application Opened Priority
Training Test Account 1 Customer 1 SAP ERP/S4HANA just now 4-Low
You can view submitted details by
Activity Attachments Submitted Form . . ' o y
clicking on ‘Submitted form
B I Y sytemfont v = E = E  iE iE
Customer 1 Qjust now
o €S0001152 Created
Start




2.1 Review the Case

Review the case by clicking on “My Cases”

in the Customer Service Portal header menu

systems

Home > MyRequest-

on 3 i Click on the ID Number of the Case to open it

Home 3 MyRequest

s -
comiisz amag
Example Case

<z
¥ All
tasaTise acemcmt cxnact nssiaston
Toaoin Testaccount | Customart AP ERPSHRANA P a-tow
Number Short description  Case Type Account  Application  State Priority Contact  Reschedule Status Opened Responded Deliveredat Clos ' v
€S0001152 Test SAP Requested 4-Low  Customer NotRequested 26/04/2023 Activity
Account  ERP/S4HANA 1 21:05:53
: B I Y Smmiom ~ EF EE S
Customer 1 @am
& €5000153 Created



‘ 2.1 Review the Case

When this Case moved :
to “Responded” When this Case

Unique ID Number was last updated
by any user

Home %/ MyLists When this Case
was Closed

All > Short description starts with example

Opened Responded || Delivered at|| Closed ||canceled at || Updated
Number Short description Case Type Account Application State Priority Contact| Reschedule Status
26/04/2023 26/04/2023
CS0001152 |Example Case Training Test SAP Requested 4-Low  Custom Not Requested 21:05:53 21:12:07
Account  ERP/S4HANA £

il

Rows1-1of1

When this Case
Date that this Case was was Canceled
created on

If a reschedule has been
requested, it will show up
here

When this Case
moved fo
“Delivered”

TEKA | 00 :



2.1 Review the Case

Home > MylLists

You can filter the Case list by
clicking on the Filter Icon

se=her

ST Al

Short description Case Type Account  Applicat

I Load Filter ” Save Filter H Add Sort I

Clear All Run
All of these conditions must be met

e Choose a field, set up
Case Type - [is v“ Change v] @ OR I AND your fI|TeI’ Ond C||Ck “Run”
& | a
nl! l{
casetwe T
Numl Category Account  Application ~ State

Priority Contact  Reschedule Status Opened Responded Deliveredat Closed

( Load Filter

Save Filter H Add Sort

All of these conditions must be met

To remove a filter click on
> u “"Remove this condition” v‘ E or || AnD
or

Naw (Critaria

Case Type

11



‘ 2.1 Review the Case T

Home » MyRequest-

Number - - Updgted  State
€50001152 Unque ID Number Case Information 5m1go Requested
Example Case —m

Case Type Account Contact Application Opened Priority
Training Test Account 1 Customer 1 SAP ERP/S4HANA 5mago 4-Low

Activity Attachments Submitted Form — Cgse form 1'0 bs

B I U System Font W

i

Customer 1 ®5mago




2.2 Additional Comments

Add additional comments/ information or communicate with the Agent or the CSM

Team through the activity tab

Activity

c1

Attachments Submitted Form

11|
il
1]
i
il

B I YU SsSystemFont v =

‘ Click “Send”

Write a comment
Customer 1 N The TGXT box Ojustnow . Additional comments

Example Comment 1

Customer 1 ®O6mago

CS0001152 Created

13



2.3 Aftachments

Add attachments or view all attachments in the

Home 2 MyRequest- “Afttachments” Tab
Number Updated  State
CS0001152 2mago  Requested
Example Case
Case Type Account Contact Application Opened Priority
Training Test Account 1 Customer 1 SAP ERP/S4HANA 8m ago 4-Low
Activity Attachments Submitted Form

Drop files here 4—9

Click the paper clip icon or drag and drop files in the “Drop
files here” area

14




2.4 Review the Submitted Form

Review original Submitted form from the “Open a New Case”

page in the “Submitted Form” tab

Home » MyRequest-

Training Test Account 1 Customer 1 SAP ERP/S4HANA 9m ago 4-Low
Activity Attachments Submitted Form

* Short Description

Example Case ]
* Case Type Account

Training ¥ [ O | TestAccount1 v ] °
* Application Contact
[ © | SAPERP/S4HANA - ] [ ©  Customer1 A ]
Module Due Date

o o l [ 28/04/2023 ]
* Priority Program-Transaction

4-Low v ! [ ]
Customer Text
Project ID







‘ 3.1 Cancel the Case

Home > MyRequest-

Number
CS0001152

Example Case

Case Type Account Contact
Training Test Account 1 Customer 1

A pop-up window will appear:

Warning

Cancel the Case by clicking the “Actions” Button

Application
SAP ERP/S4HANA

Updated State
20mpes - d

Cancel Case

Opened Priority
26m ago 4-Low

Choose "Cancel Case”

Note: If a case is canceled, it cannot be

reopened.

Are you sure that you want to close this case? Click “Cancel Case”
Once closed, this case cannot be reopened.

Go Back

Note: Cases may only be canceled if

they are in the Not Released, Requested
or Responded states

Actions ~ < "

17



E ‘ 04 Reschedule

Case




‘ 4.1 Request a Reschedule for the Case

Home » MyRequest-

If a Case isin the “Delivered” State, a Reschedule

Number Updated State
€S0001152 Request may be submitted by clicking on justnow  Delivered
“Actions/ “Request Reschedule”
Example Case —
Close Case
Case Type Account Contact Application Opened Priority
Training Test Account 1 Customer 1 SAP ERP/S4HANA 29m ago 4-Low
Assigned to Delivered at
User A.2 Test Res... just now

Fillin a reason (e.g. report data are
wrong) on the pop up window and
click on “Request Reschedule”

The Reschedule Status field will change
to “Requested by Customer”

Request Reschedule

? All > State in (Requested, Not Released, Responded, Scheduled, Delivered)

Number Short description  Case Type Account = Application  State Ay Contact | Reschedule Status
CS0001152 Example Case Training Test SAP Delivered Customer |Requested By
Account  ERP/S4HANA 1 Customer

1

Example Reason

a_.

Request Reschedule

Note: You will receive a notification when the

reschedule is completed

TEKA | 00 :







5.1 Close Case

To Close a Case, click on the “Actions” button

and choose “Close Case”

Home ¥ MyRequest-

Number Updated  State
C€S0001152 4mago Delivered

Actions -

. ©

Example Case

Case Type ant Application Opeded Prierity Request Reschedule
Training Test Account 1 Customer 1 SAP ERP/S4HANA 32m ago 4-Low B
Assigned to Delivered at
User A.2 Test Res... 4m ago

A pop up window will appear:

Note: A case will automatically close
after 30 days if no actions have been
faken. You will also receive a nofification
15 days prior to the automatic closure.

Warning

Note: If a case is closed, it
cannoft be reopened.

Are you sure that you want to close this case? Click on “Close Case”
Once closed, this case cannot be reopened.







6.1 Notifications

Optional notifications may be disabled You will receive email and in-platform notifications
through the Customer Service Portal: TEERIEINE) el L6 Seius, COmmomnE,

atftachments added or potential reschedules.

o Customer 1 Click on “Profile”

&£ User preferences

Accessibility enabled

»
Logout ‘ Enable Analytics Scroll down and click on
(1 “Notification Preferences”

Language

——
‘ English |

Notification Preference

Netification Preferences
O Reschedule Request by Agent (Optional)

M case Comments added

B Case State: Requested (Opti TO UnSUbSC”be from a

o —— nofification simply uncheck
the checkbox

£ Security

Password

Case State: Scheduled

Case States: Customer Contact (Optional)

Reschedule Finished (Customer Contact)

Case States: Customer Contact




l g ‘ ()/ General Access




7.1 Customer - Products

Customers can access

Support ¥ .
their company’s products

through the Customer
Service Portal:

Support Profile (Support>Products)

= Sold Products

? All> Product Class = Application Model

Number Name Product Account Contact Parent Model categories v
SLPRD0002280 SAP ERP/S4HANA SAP ERP/S4HANA Test Account 1 Software
Rows1-1of1

TEKA | 00 :



7.2 Customer - Modify Personal Info

Customers can modify their personal info through the
Customer Service Portal (Support > Support Profile)

Click on the field you
S WonT To ediT Ond then

- 1] 1"
My Support Profile C“Ck Sove

Products

Support Profile 1

& User preferences

Customer 1

a Title (Empty)

Bio (Empty)

‘ Upload Picture

Accessibility enabled

O About

First name
Customer
Enable Analytics
C. First name
Language
‘ English Cancel

Business phone

Users can also modify their
i user preferences, change

their language or change
their password
£ Security

Note: Users are not
Password

Mobile phone
Notification

Enable
Notification Preferences

able to edit all fields

‘ Change Password




7.3 ERP Manager - Contacts

Products

ERP Managers can access their Account’s contacts

through the Customer Service Portal (Support >
Contacts)

Support Profile

Home 2 Contacts Search Q|

= Contacts Keyword Search n

ERP Managers can access a Contact’s info by clicking

S Al on the “Name” field
Name A Account Email Business phone Active Updated
Customer 1 4—6 Test Account 1 test@test.test true 07/03/2023 13:20:05
Customer Account Manager 1 Test Account 1 test@test.help true 03/03/2023 16:47:53

Rows 1-20f2 Note: ERP Managers can only view

customers that are belong to their
Account.

TEKA | 00 :




‘ 7.3 ERP Manager - Contacts

Home 2 Contact l Saandh ‘ Q l
Customer 1 @
Contact
First name * Account
LCustomer J [0 Test Account 1 . ]
* Last name *Email

1 ] test@test.test ‘ & l
Title Business phone
| ] l
Language Mobile phone
[Systcm(Engljsh) I v ] [

7 - ERP Managers can then
R E— modify a Contact's info and
’ System (Europe/Athens) | v ] l Enable o " "

click “Save
User ID
{ customer..1

Users can also edit a

contact’s role and disable
Actions login through the “Actions”
+ Edit Roles section

« Disable Login

Save (Ctrl +s)




7.4 ERP Manager - Create new Contacts

ERP Managers can create

new Contacts through the
Customer Service Portal.

Support > Create Contact

Create Contact

Create Contact

* Indicates required

*First name

Please provide details of the contact.

* Account

Contacts

Create Contact

Products

Support Profile

—O

‘ ‘ @ TestAccountl

* Last name

* Email

I

Title

Business phone

Language

Mobile phone

| System (English)

"“

Required information

Add the necessary
information and click
“Submit”

Fields marked with a red

asterisk are mandatory

29



E ‘ 08 Customer Satisfaction

Survey




‘ 8.1 Customer Satisfaction Survey

Once a case is completed (State : Closed Complete) the browser will redirect the user to the

customer satisfaction survey associated with the specific case.

Home ¥ [FiSived > Customer Service Satisfacion Survey

Customer Service Satisfaction Survey

Surveyainrelirancelo CS00011T0
festchange

RO ... W —— If the user chooses to click the “Get Started” button the survey screen
will load up. If the user closes the browser or clicks on another link e.g.
my cases the survey will be discarded.

O souapn

S T Question Section in order for the customer to evaluate the
o provided services.

:::.mmm.ﬂmlnmm.mwsnm > C o 5 y Optio avalliapie 10 c £ A £ d drg c d £
o anag e ave ave c d c @, O @, e
o aelale emain o b ed and b

_ @ Adna @, ecre O c >




‘ 8.2 Customer Satisfaction Survey

We can access our Pending Surveys, though the head of the main page at a later fime.

In order to access our Pending surveys we click on “Surveys
the header of the page .

Notice: An expiration tfime of 14 days has

Customer Service

Z:;‘,;”"’,’;‘;’;,[,‘f,'f::f:f,,”‘“ | been set for the surveys. If that period

ey In the new submenu we can expires the Survey will withdraw from the

iy see our most recent pending pending items without contributing to the
L. e ™ | surveys. In order to view all our final results.

e = pending surveys we click on

i o “View all surveys”.

Customer Service Satisfaction Survey
Case: CS0001042 13hoago
Customer Service Satisfaction Survey
Case: C50001164 adago

Home 3 by hssessnts and Sorveys

My Assessments and Surveys

e L] seamene £

In the new window we can see all our pending
surveys, along with some extra details on a
tabular form. In order to select and complete a v e
survey we should click on the title of the relevant

Box.

T
1]







