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Astec IT Solutions Ltd.

1 REDEEMING A PORTAL INVITATION

Once your customer account has gone live within the Astec Customer Support Portal, you

will receive an email invitation.

From: Astec Customer Support

Subject: Invitation to Astec Customer Portal

Within the body of this email will be a hyperlink, which should take you directly to a page to

redeem the invitation. Please click on this link to navigate to the “Redeem Invitation” page.

Astec A | KnowledgeBase | MySupport | Q | Signin
*JSign In Redeem Invitation

Redeeming code: LbhrEiXU2jRi86gkEabQcMRgc4dDg-Y7hi2hVNQ6k-Ma5ckMz1-YIuH6qCI8V8HSsjqlswD6lzkGC7hmexI9nr-zL7ZxgTggK6QAyNR--
CYFehdn19KTGo1havry8hRy1WG5LZfgf

Register for a new local account Register using an external account
* Email Your@Email-Address.com
* Username Pick a Username

*Password | esescees

* Confirm Password ~ seeeeses

How can we help?

About the Astec Customer Support Portal

The email address field should already be populated. Please enter a username of your

choosing, along with a password. Click on the “Register” button to create your account.
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After registration, you will then be presented with your profile page, which will allow you to
update your personal information. Make any changes you feel necessary, and then click on
“Update” at the bottom of the page.

Please note, in order for the Support Portal to send emails to you, you will need to leave the

“Email” checkbox ticked under the “How may we contact you?” section.

Astec A | KnowledgeBase | My Support Q Portal User ~

Home > Profile

Profile

Please provide some information about yourself.

Portal User The First Name and Last Name you provide will be displayed alongside any comments, forum posts, or ideas
you make on the site.

The Email Address and Phone number are required but will not be displayed on the site.

Your Organization is required, and a Title is optional. They will be displayed with your comments and forum

Profile posts.
& Security Your Information
hange Passw
Change Password First Name * Last Name *
Manage External Authentication NAME NAME
E-mail Business Phone
EMAIL P
Organization Name Title
COMPANY
Nickname Web Site

Public Profile Copy

Preferred Language

[a]

How may we contact you? Select all that apply.

Email checkbox will need to remain checked in order to
receive automatic email alerts from the system.

« Email

=

Phone

il

How can wehelp?
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2 LOGGING INTO THE PORTAL

The Astec Customer Support Portal is accessible online. To access this, please use the

following link: https://support.astecsolutions.com

A | KnowledgeBase | MySupport | Q

Customer Support Portal

Most Popular

Most Popular Articles Most Recent Articles Top Rated Articles

How can wehelp?

i

If you have just created an account for the first time and are already logged in, please click on
your username in the top right corner, followed by clicking on “Sign Out” to test your login

details.

The link at the top of this page will open the Astec Customer Support Portal home page. You

will need to login in order to use the portal. Click on “Sign In” on the top right of the page.
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This will open the login page. Please enter the username and password you created in section

one of this guide.

Astec A | KnowledgeBase | MySupport | Q | Signin

Ssignin | Redeem Invitation
Sign in with a local account Sign in with an external account
* Username Username Office 365

*Password | ssesessd|

How can wehelp?

About the Astec Customer Support Portal

r

Support
Knowledge Base

Click on the “Sign In” button in the centre of the page. This should return you to the Home

Page as a logged in user. Your username should now appear in the top right of the menu bar.
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The Menu bar below allows you to quickly navigate to different areas within the portal.

Astec A | KnowledgeBase | MySupport | Q | Portal User~

e The “home” icon will return you to the main home page.

e “Knowledge Base” opens the Knowledge Base home page. Knowledge articles will be
added to this section.

e “My Support” opens the support page. This page displays any existing support cases, as
well as allowing you to raise new ones.

e Your username. You can access the page to update your profile by clicking on your
username, and then clicking “Profile”.

e “Sign Out” is also accessible by clicking on your username. Choose “Sign Out” from the
drop down menu.

Astec # | KnowledgeBase | My Support Q Portal User ~
Profile
Home > Support
Sign Out
Support
14" Aug 2018
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3 CREATING CASES

There are two ways to create a case within the portal. There is a “Create Case” button at the

bottom of the “Home” page.

Astec A | KnowledgeBase | My Support Q Portal User ~

Customer Support Portal

Most Popular

Most Popular Articles Most Recent Articles Top Rated Articles

How can wehelp?

Browse the KB Contact Us

If you navigate to the “My Support” page, you can also create a case by clicking on the “Open

a New Case” button, located on the right of the page.

Support
Q, What can we help you with?
IZ e.g. User login is falling El
= Active Cases~ search El
14" Aug 2018
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Once you have clicked on a link to create a case, you will be presented with the Open a New

Case page.

Astec # | KnowledgeBase | My Support Q Portal User ~

Home > Suppert > Open a New Case

Open a New Case

Title *

Title to briefly describe the Issue

Suggested Topics

Knowledge Base - Home

... Issues for our customers. It is constantly updated, expanded, and refined to ensure that you have access to the very latest infermation. ...

Customer Case Reference Customer *

Portal Customer

Case Type * Contact *
Issue M Portal User
Priority * End User
Level 3/Minor N El
Product

o]

Description

Give a thorough description here. Please provide as much information as possible that will help us proceed with the investigation.

Please fill out the below fields:

Title: Give your case a descriptive title. This will make identifying the case
easier in the future.

”ou

Case Type: This is a drop down field. The types available are “Issue”, “Change
Request”, “Root Cause Analysis”, and “Information Request”.

Priority: This is a drop down field. Please choose a priority that matches the
urgency of your issue.

Description: Please enter as much useful information as possible to help us progress
the case quickly.
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You can also attach files, for example any reports or screenshots, that may help with the
investigation. To do this, there is an “Attach a File” section.

Product

Description

[a]

Give a thorough description here. Please provide as much information as possible that will help us proceed with the investigation.

Attach a File

Choose Files | No file chosen

Click on “Choose Files”, then select any files you would like to upload to the case, followed
by clicking the “open” button.

Product

Description

Give 3 thorough description here. Please provide as r

Attach a File

Choose Files | No file chosen

[a]

@ Open
e v 4 | <« Portal » Screenshot
Organize = New folder

Name
# Quick access .

& My File to Upload.png
& OneDrive - Astec TS

> & This PC

¥ Network

<

~ 0 Search Screenshot

Date modified

06/07/2018 14:34

IFMEnamE: My Fileto Upload.png ||
1

| [AFiles

x

p

=~ M @
Type
PNG File

>
Cancel

Once you have completed the required fields, click on the “Submit” button at the bottom of

the page.
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This should return you to the “My Support” homepage, and your newly created case should
appear under “My Open Cases”. An email will be sent to you with an overview of the case
details.

Astec A | KnowledgeBase | MySupport | Q | Portal User -

Home > Support

Support

= My Open Cases~ El Open a New Case

Case Number Case Title Case Type Status Reason Created On ¥

CAS-01036-Q1T7W1 Title to briefly describe the Issue Issue New 06/07/2018 15:02

How can wehelp?

About the Astec Customer Support Portal

Support

Knowledge Base

14* Aug 2018
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4 CHECKING AND UPDATING EXISTING CASES

You can review and update any existing open cases on the “My Support” page. Cases shown
by default will be open cases only. You can change the filter to show all cases, closed cases,

or all Open Cases.

To do this, click on the currently applied filter, then choose the new filter you would like

applied.

ASteC A | Knowledge Base ‘ My Support | Q | Portal User ~

Home > Support

Support

Q, What can we help you with?

El ‘Open a New Case

y Open Cases~

My Open Cases

Im

My Closed Cases Case Title Case Type Status Reason Created On ¥
All My Cases Ancther Open Ticket Issue In Progress 06/07/2018 15:07
Active Cases

S Title to briefly describe the Issue Issue Acknowledged 06/07/2018 15:02

Q, What can we help you with?

R | eg. Userlog @
i All My Cases~ Search @ Open a New Case

Case Number Case Title Case Type Status Reason Created On ¥+

CAS-01038-R2D2Y8 Anocther Open Ticket Issue In Progress 06/07/2018 15:07

I CAS-01037-G3Y3F4 A closed case Issue Resolved 06/07/2(

d
3
3
:
o
g
g
-
[ BB

CAS-01036-Q1T7W1 Title to briefly describe the Issue Issue Acknowledged 06/07/2018 15:02

Clicking on a case number will open that particular case to review and update:

14* Aug 2018
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A | Knowledge Base My Support | Q | Portal User ~

Home = Support > CAS-01036-Q1T7W1

Title to briefly describe the Issue

(e T rcoe - ccnomeses

Case Number Customer *
CAS-01036-Q1T7W1 Portal Customer
Title * Contact
Title to briefly describe the Issue Portal User
Customer Case Reference End User
Case Type * Created On
Issue v 06,

Prierity * Last Updated

-

Level 3/Minor v 018 10:38

Product

Description

Give a thorough description here. Please provide as much information as possible that will help us proceed with the
investigation.

Timeline Add Commi

1 Chris Smialowski = Portal User

3 days ago

Support Desk Response

Modified on
15:48 Astec will add a response on the portal here. Please review the information provided and
add further information where necessary.

Created by Chris Smialowski

Incoming Customer Support =% Support Cases (No Support Contract)

3 days ago
- Case Created - CAS-01036-Q1T7W1 CRM:0001017

Hello,
You are receiving this email because a new case (CAS-01036-Q1T7W1) has been raised. This case's
details are:
Customer: Portal Customer
Customer Contact: Portal User
Title: Title to briefly describe the Issue
Priority: Level 3/Minor
Status: New
This case has several agreed Key Performance Objectives, which need to be met in order to meet
our Service Level Agreement for Portal Customer. These objectives are:
Case Acknowledgement:
First Response:
Fix:
Resolve:
To meet the Case Acknowledgement Key Performance Objective, simply acknowledge the case.
This will not assign the case to you, but it will inform the customer that we have looked at it.
To meet the First Response Key Performance Objective, please respond to the case if you are ina
position to do so. This will assign it to you and send an email to you and the customer.
Thank you,
Astec Solutions

x Incoming Customer Support = Support Cases (No Support Contract)

3 days ago

Case Created - CAS-01036-Q1T7W1 CRM:0001017
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The Timeline section of the case displays communication between yourself and the Astec

Support desk.

Timeline Add Comment

1 Chris Smizlowsk = Portal User
3 days ago

Support Desk Response

Modified on 06/07/2018 . . . - -
1548 Astec will add a response on the portal here. Please review the information provided and

add further information where necessary.

Created by Chris Smialowski

Xq Incoming Customer Support =» Support Cases (Mo Support Contract)

3 days ago Case Created - CAS-01036-Q1T7W1 CRM:0001017

You can provide the Astec Support Desk with further information, along with any relevant

attachments, by clicking on the “Add Comment” button at the top of the Timeline.

Timeline Add Comment

1 Chris Smialowski = Portal User

3 days ago Support Desk Response

Modified on 06/07/2018 ) ) ) i i

15:48 Astec will add a response on the portal here. Please review the information provided and

add further information where necessary.

The “Add a Comment” pop up window will be displayed. Add in any necessary comments

and/or attachments, then click on “Submit” to update the Timeline.

Add a Comment

* Comment Customer response to the Astec Support Desk should be
entered here.

Further files and/or screenshots can be added by using the
"Choose File" button below.

Attach a File Choose File |No file chosen

14" Aug 2018
Doc. Ref: DUG01 v1.0 Page 15



Astec IT Solutions Ltd.

Timeline

Add Comment

§ §

about a minute ago

Portal User = SYSTEM
Customer response to the Astec Support Desk should be entered here,

Further files and/or screenshots can be added by using the "Choose File” button below.

J §

27 rinutes ago

Modified on 06/07/2018
15:33

DL

about an hour ago

Created by S5YSTEM

Chris Smialowski =% Portal User

Support Desk response...

Created by Chris Smialowski

Incoming Customer Support = Support Cases (No Support Contract)

Case Created - CAS-01038-R2D2Y8 CRM:0001019

You can also send a case update via email. Once work has commenced on your case, you

should receive an automated email to inform you work has begun. Replying to an email
message sent from the Astec Support Portal will automatically attach your email to the case.
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You can check the statuses of support cases on the “My Support” page. See the “Status

Reason” column below:

Astec

Home > Support

Support

A | Knowledge Base ‘ My Support | Q | Portal User ~

What can we help you with?

[x

@ ‘Open a New Case

= My Open Cases~
Case Number Case Title Case Type Status Reason Created On ¥
CAS-01043-H2Q1C7 A Resolved Case Issue Fixed
CAS-01042-N6 Case On-Hold (until specified time) Issue On Hold
CAS-01041-NM Case Requires further Customer Input Issue Waiting for Details
CAS-01040-NTM4R2 SCADA not responding - All client nodes Issue In Progress
CAS-01038-R2D2Y8 Ancther Open Ticket Issue Acknowledged
CAS-01036-Q1T7W1 Title to briefly describe the Issue Issue New
Status Reason Description

New A newly created case. The Astec Support Desk have yet to take any
action on the case.
Acknowledged | The Support Desk have viewed the case and acknowledge this by setting

this status.

In Progress

The Support Desk have reviewed the case and begin taking necessary

actions.

Waiting For

The Support Desk require further information from the customer in

Details order to proceed with the case. An email will notify the customer that
additional information is required in order to proceed with the case.

On Hold It is not currently possible to proceed with the case. The case will be put
on hold until an agreed time where it is possible to progress the case.

Resolved A completed case, or a case which no longer requires further action.
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