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OPENING A CUSTOMER SERVICE CASE

1 Go to the following URMitp://crm.net.com to create a User Logend Password
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1 Enter yourLogin Name and Password to gain entry to the Customer Service Support Site
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to request one. At this moment, it is not an automatic process.
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1 Enter yourcompkte Contact Information (as directed) the new email that automatically opens and
send it to us.We will respond with your Login Name as soon as possible.
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Subject: | Request for Fortal Login

Thank you for requesting access to the NET Customer Service Portal.
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*Please provide us with the information requested below
*We will email you a login and initial password, typically within 1 business day
*After logging in for the first time, you will be prompted to change your password — the default password is “Passwordl1”

First Name Pat
Last Name  Andrews

Company ABC Telecom

Job Title Suppoert Engineer
Telephone Number  +1-999-7634321
E-mail Address pat@abctelecom.com

Company Street Address 123 Broadway

City New York
State NY
Country USA
Postal Code 10001

*From the NET Customer Service Portal

~You will be able to create, update and track all of your Technical Support Cases from one convenient location

-Search a Knowledge Base, so that you can research frequently asked questions and frequently experienced conditions, to not only gain knowledge about NET-Quintum products, but to
avoid making costly mistakes when you are in the field, and deploying and maintaining your gear.
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http://crm.net.com/

1 Once you have your Login Name, you will be prompted to create a PassWoeddefault passwa is
Gt adg2NRmE 0 g0néekoulenteOthal, Jod wilf be launched dnto the CRM Portal.
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Welcome to NET-Quintum Technical Services Portal!

Thank you for accessing the NET-Quintum Technical Services Portal!
Our team of Support Engineers looks forward to resolving your case as soon as possible.
If you provide us succinct and complete information regarding your Technical lssue, we have the best chance to salve it very quickly.

Here is the process to open a new case:

+ Cick on the “Cases” icon on the left pane of this page
 Ciick on the "New” icon to open a new case.
+ Complete the form that appears as completely as you can

O Give the Case a Tille". Please provide us with the best and most succinct description of the issue as possible.

o Select the *Product Type” from the Drop-down menu

O Select the appropriate “Severity Lever"

= Please keep in mind, that a “Criical’ or “Serious” Severity issue is typically defined as “the equipment is totally non-functional”, and that based on the Service Level Agreement (SLA) you have
purchased for your unt, an issue of these Severity Levels should be immediately followed up with a phone call to our Technical Assistance Center at

O Give a brief “Description” of the issue.

O Type your Unit“Serial Number and/or Hardware ID number(s)” belov

© Click the “Save & Close” Icon to complete the submission of your new case.
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Here is the process to review and add an update to an existing case:

+ Click on the "Cases” icon on the left pane of this page.
+ Select and Double-Click on the individual case that you wish to provide an update on

+ Select the “Notes/Updates” icon from the left panel

+ Click on the "New” icon, just to the right of the “Notes/Updates” lcon

+ Type a descriptive "Feedback Subject”.

+ Provide the update or ask a question in the "Notes” section

+ Click on the *Save and Close™ icon (Just under the “File” menu, towards the top of the page to submit your feedback.
+ That information wil “attach” to the Case, and be e-mailed to the NET Support Engineer who is assigned fo it
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1 Complete the form shown below as completely as you can.

o0 GivetheCaseann Ti t | eo.

0o Selecttheii Pr o d u c tfrom theBrap-down menu.

0 Selectthe appropriate i Se v er i t y seéthewdestriptions of Severity Levels at the end
of this document.

o Itisrecommended that after you open a ACritical
us at +1-703-948-1975.

o GiveabriefiDes cr i gfthe issueo

o TypeyourUniti Ser i aber ahdilanHardware ID number below. The serial number is
very important for NET to process your case.

A Cases without Serial Numbers will be denied support or substantially delayed.

o ClicktheAd Save & Ih][oirsleddn red below]to complete the submission of your

new case.



