Flair Data Systems, Inc. Fresh Desk Trouble Ticketing and Requests System

Customer Instructions

Web portal

Navigate to www.support.flairsystems.net using your Internet browser of choice.
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NEW TROUBLE TICKET OR REQUEST
1. Click on New Support Ticket
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All items with a Red *are required fields.

Requester: your email, please use the same email each time. If this is your first ticket and
you are not logged in, after filling in email, a new window will appear for your name.
Subject: Begin Subject with Sight Name and a brief overview of the problem

Priority: Low, Medium, High, Urgent. Please reserve Urgent for Emergency Outages
Customer Point of Contact Name: Can be different than the requester

Customer Call back number: A good number where the Engineer can speak directly to the
person with the most knowledge about the ticket, only numbers to special characters
Description of the Problem: Please be as detailed as possible, you can never give too many
details

Resolution: Will be filled in by the Agent who resolves your issue

reCaptcha: verification

Submit

Once ticket is submitted a user will be created based on the email address in the ticket

2. An email will be sent to the email listed on the ticket, confirming submission and a link to the ticket

information
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Ticket Received - Cannot connect to Internet

Flair Data Systems (support@flairsystems.freshdesk.com) Add to contacts 6:20 PM
To: wadeboyd@hotmail.com ¥

Dear Wadeboyd,

We would like to acknowledge that we have received your request and a ticket has been created.
A support representative will be reviewing your request and will send you a personal response.(usually within 24 hours).

To view the status of the ticket or add comments, please visit
http://support flairsystems.net/helpdeski/tickets/1030

Thank you for your patience.

Sincerely,
Flair Data Systems, Inc Support Team

3. A new user activation email will be sent to the requesters email address
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el Flair Data Systems, Inc user activation

Flair Data Systems (support@flairsystems.freshdesk.com) Add to contacts 6:21 PM
To: wadeboyd@hotmail.com ¥

Hi Wadeboyd,
A new Flair Data Systems, Inc account has been created for you
Click the url below to activate your account and select a password!

http://support YOlyACQclFmA2A59]

If the above URL does not work try copying and pasting it into your browser. If you continue to have problems, please feel free to contact us.

Regards,
Flair Data Systems, Inc

a. Click on the link to activate account and select a password



M Inbox - i | Support: Flit DtaSystem., % | B ¥ boyd X/ s, % | - Signinto: FirDataSysten. % | - x| ¥ [ESo8™ )
@ support flairsystemsnetegite/ YOy ACQUFmA2AS0L & |[Q searcn wfE s A=
B Mostvised 3 3 Ebay M Flair Inc... @ 73 HP Games 3 Sharing - Dropbox . Signinto FlicDataS... ) Suggested Sites ("} Web Slce Gallery

Welcome
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Activate your account
wadeboyd@hotmail.com

Full Name * | wade Boyd

Password * [ eoeeee |

Confirm password x ‘ soscee |

Activate & login

Home - Solutions - Forums

b. Correct any errors in the Full name field, type in password of choice, confirm password, click on

activate & login
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How can we help you today? 4 New support ticket
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Open or Pending ™ Exportickets

Cannot connect to Interet #1030
Created on F, 12 Dec at 10:20 am Agent: Nathan Cowger

c. Click on tickets on menu bar and tickets will be listed below. The ticket subject is a hyperlink to

see the ticket details
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How can we help you today? 4 New support ticket

SEARCH [ Check ticket status

Agent Working on This Ticket

Being Processed since 11 minutes 45 seconds . Nathan Cowger

#1030 Cannot connect to Internet

Wade Boyd
eported 12 minutes ago 4 % % Status

Ticket details

I

Being Processed
Cannot connect to the internet. Tried rebooting the modem, have a green internet light on the modem.
Priority

Medium B
Nathan Cowger
Assigned to
Hi Wadeboyd. Nathan Cowger m

Customer Point of Contact Name
Have you tried hitting it with the palm of your hand repeatedly? Or maybe kicking it??

Ticket: http://support flairsystems.net/helpdesktickets/1030
Customer Call Back Number

2536514136

Wade Boyd Resolution (Detailed)

R T

d. Once an agent responds, they will be assigned to the ticket.

e. Notes are real time, you may check at any time

f.  Email notifications will be sent as progress is made on the ticket, to you the requester and to the
agent. Replying to the email will append notes to the ticket, you do not have to login each time
to make changes to the ticket within Freshdesk.

g. The agent will fill in the resolution with detailed information, you may return at any time for
reference

h. Once the ticket is closed or resolved a confirmation email will be sent

) Ticket Resolved - Testing 3

B Flair Data Systems (support@flairsystems.freshdesk.com)  Add to contacts 7:10 PM
To: nstotler@hotmail.com ¥

Dear Natalie B,

Our Support Rep has indicated that your ticket has been Resolved.

If you believe that the ticket has not been resolved, please reply to this email to automatically reopen the ticket.
If there is no response from you, we will assume that the ticket has been resolved and the ticket will be automatically closed after 48 hours.

.

Sincerely,
Flair Data Systems, IncSupport Team
http://support.flairsystems.net/helpdeski/tickets/1027

Please tell us what you think of your support experience.

'\‘,'J Awesome _/ Just Okay _) Not Good

i. If you disagree that the problem is resolved, you may go into the ticket or reply to the email or
login and add notes to the ticket, it will automatically go back to pending for more information



j.  Please tell us what you think of your experience, by clicking on one of the smiling faces, you will
have the opportunity to add notes if you would like. Your feedback goes directly to the agent so

they may serve you better in the future.
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Flair Data Systems, Inc

Thank you very much for rating us!
It has been our pleasure to serve you. We are glad you are happy with our service.
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‘Additionaly, you could aiso share your experience working with us.

SOLUTIONS AND FORUMS — Must be logged in to access these features

1. Asthe Freshdesk application grows and matures, more self-help information will be made available
through the solutions and forums areas

2. Solutions- the solutions page will contain informational messages that can benefit multiple customers
and contacts. The agents will update this page in an effort to keep you informed or known bugs and/or
common problems with solutions. Click on either to see additional information. If you would like
something added to this window that isn’t already present, let your account manager know. Check back

e T T ) =
sirsystem... % | . Solutions: Flair Data Syste... x | [§d Outlook.com - wadeboyd... X | ' |[#1030] Cannot connectto.. X | +
tems.net/support/solutions C || Q search
ng Started { | Ebay M Flair Data Systems, Inc ... (/) HP Download Store [} HP Games %% Sharing - Dropbox i Signinto Flair Data Sy... {_} Suggested Sites {_| Web Slice Gallery

Welcome Wade Boyd

({EN[@ Flair Data Systems, Inc Edit profile - Sign out

Home Solutions Forums Tickets

How can we help you today? 4 New support ticket
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General
FAQ Getting Started



3. Forums- the forum window is for use by the customers and the agents to collaborate with each other.
Feel free to browse, create topics and respond to others. This is for knowledge sharing. Agents will

periodically check this page to add notes and recommendations.
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How can we help you today? 4 New support ticket

‘ SEARCH [B® Check ticket status

Start a new topic

Community forums

Flair Data Systems, Inc Forums
@ Welcome to Flair Data Systems Freshdesk! @ Feature Requests

Q Tips and Tricks O Report a problem

Email

1. Tickets can be create by sending an email to support@flairsystems.freshdesk.com
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Outlook.com @Send @Insenv Save draft Optionsv  Cancel

| watios Boyd New ticket request
wadeboyd@hotmail.com
To Ce Bec B/l UAMANAAZIEEHEEZTE®O
support@fairsystemsfreshdesk.com Please open a new ticket, telephone jack is hanging from the wall. At home user building, office 101

YYou may contact me at 2536514136

Thank you,
Wade Boyd|

a. Include as much detail as possible, including location and contact information
A new ticket will be created and a confirmation email sent. If you already have a
user account it will append to the sending email accounts contact.
c. Please see steps above for ticket details, information, and how to add new notes.
d. If auser account does not exist with that email, a new user activation email will be

sent, see steps above to complete this task.

Phone APP

1. Go to your app store and search Freshdesk Customer, the app is free
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your support.
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2. Connect

a. Site: support.flairsystems.net
b. Email
c. Password

3. Defaults to Open tickets

00000 AT&T = 12:07 PM

= New & My Open Tickets
Open

New ticket request
Created: about 1 hour ago

open
Testing 4 from webportal not logge...
Created: 2 days ago

2 Ticket(s)



4. Use the three lines for more options

Q  Search o

New tic

Q Ticket Views

£ Customers 0

Testing
TICKET SUMMARY

Overdue
Open

On Hold
Due Today

Unassigned
OTHERS

() About
{cy Settings

& Feedback

5. +toadd new ticket. Please see the instructions above for filling out a new ticket. When complete click

the check mark Vv to save

00000 AT& 12:11 PM

X Add New Ticket

Phone

6. Confirmation will pop up and the default window will appear with the additional ticket
7. Tutorials will pop up when accessing areas for the first time, they will not appear again



8. Make modifications and add notes by touching the appropriate ticket and touching the back arrow ¢ at
the top right of the screen, you can reply and add note. Once complete touch the V to save

Reply

Add Note

Forward Ticket

Cancel




