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Welcome to SymQuest’s Online Client Portal

Welcome to SymQuest’s web-based SafetyNet support portal! Using any web-browser from
any location, you can open, update and monitor your support requests twenty-four hours per
day, seven days per week. Follow these simple instructions to get started:

Syrmouestm CALL US: 800-374-9900 -

BT FRONT, WITH YOU. CLENTLOGIN | conTacT

Network Services | Document Solutions | About Us | Contact Us |
a =il | ‘

PEAK PERFORMANCE.
Nothing less will do.

From single-server offices to data centers, SymQuest designs, builds, and
most importantly, supports the technology that runs your business.

PO W

Figure |

I. Using any web-browser, visit www.symquest.com. As shown in Figure |, click the Client
Login button to access the portal’s login page.

2. Click on the link under Network Support Customers as shown in Figure 2.

Symouest@ CALL Us: 800-374-9900

0T FRONT. WITH YOU.

Please refer to the options below to allow SmeUEStE‘ to meet your support needs.

symQuest I0: [N
password: [N

To retum to the SymQuest Home

Figure 2
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SymQuest D |

Password

B Keep me signed in for today.
Sign In

To be provided with a SymQuest ID and Password
please call SymQuest at 1-800-374-9900.
Email: customersuppart@symquest.com
Phone: 802-658-9890 -or- 800-374-9900

Figure 3

3. As shown in Figure 3, enter the SymQuest ID and Password that were provided to you.
You must have these credentials in order to log into the portal; if you do not yet have

them, please call our Network Operations Center (NOC) at 800-374-9900 so that the
appropriate access can be granted.

4. Your password is case sensitive. After entering the login credentials, click the Sign In
button, or simply press the Enter key.

Welcome Mar

04:04 AM My Home Profile Sign Out

Go-to-Assist

SymQuest

Contact Us

Figure 4

5. As shown in Figure 4, this is the home page for the customer portal. Please click on the

PROFILE button to change your secure password. It is recommended that you change your
password upon first login and at regular intervals.

6. Select the Network Support option to begin managing your SafetyNet incidents online.
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Once you are logged into SymQuest’s Client Portal, you are presented with a snap shot of your
monthly labor pool, your current Network Contracts and all open SafetyNet incidents as
shown in Figure 5. Incidents will appear regardless of whether they were opened by you,
something else in your organization or by SymQuest’s NOC. Auvailable details include the
current status of each incident and the date each incident was last modified. The following
pages describe how to open and manage SafetyNet incidents using the online Client Portal.

Go-to-Assist| Network Support Requests

SymQuest
Please use the options below to create new Requests or review existing Requests.
Search by Popular Criteria Search by Request ID Search by Location
All Open Requests - | | Joes French Fries and Fine Cuisine -
Search by Status Search by Priority
- -
Search | | Clear Filters | | New Request
Labor Pool

Quantity Allocated |_1 00 |

Quantity Used |1 A0 |

Quantity Remaining |2 0 |

Contracts

SAFETYMET 9/1/2010 773172011

20036 MOMITORED 12:00:00 AM | 12:00:00 AM

Below are all your requests. To view the details of a request, click on the request id.

Figure 5

I. To open a new SafetyNet incident, click the New Request button shown in Figure 5 and
follow the on-screen instructions.
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rTT—— 10 4:07:40 PR promse. | Sionout
Goto-hssist|  Metwork Support Request
Symiwest
Fiease seiect the agpropnate Category and Prionty opions from the dropdown boxes beiow,
Contact Us
Locatien . P, -
Nam | Joes French Fres and Fine Curiane
Caregary
B
"nm_\' Medium -

"To uederstard the Request Pricrity Definikiom, click hare

First Name [Fashse Last Name [ucous

Email mimtiefsymaquest com Phane |R0g-658.5839

Piease enler & Drel deserption of your probiem. Aot adaliond! notes o ne next page

Wab Irom our |

Next Page

Figure 6

2. As shown in Figure 6, complete the form accurately and with as much detail as possible.
This will help to ensure that our technical staff has a clear understanding of your issue:

a. Category: Select a general category for your incident that most closely matches
your issue

b. Priority: Carefully select the incident priority according to the criteria listed in
Table I. Selecting the correct priority here will help to ensure that our technical
staff can respond appropriately to all of your support issues. This table can be
easily accessed by clicking on the link in the Network Support Request page as
shown in Figure 6.

__ .
- S
— [

-

REQUEST PRIORITY DESCRIPTIONS

Select a Priority based on how your business is affected. Response Times are bosed on calls placed during normal business hours of 2am - 5pm Mon - Fri

Critical 30 Minutes or less A core device or element is offline or unusable causing a company-wide halt to business operations.

High 60 Minutes or less A core device or element is severely impacted causing a significant disruption to business. =
Medium | 4 Hours or less Abusiness application’s or device's performance is impaired while most operations remain functional

Low Next business day Information or assistance is required, but there is little or no impact on your business operations

Table | — Support Request Severities
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c. Contact Information: Please check your contact information.
d. Brief Description: This should be a brief description of the issue you are having.

3. Press the Next Page button.

Welcome Festus McDuff! Today's date is 9/3/2010 4:08:21 PM My Home Profile Sign Qut

Goto-Assist| Add Additional Notes
[ symauest |
Please enter a more detailed explanation of the issue in the text box below. (You may add

ContactUs | aqditional notes with the button below as needed)

‘There appears to be a DNS issue that is causing our server to not resolve the WWW. -

Nate Type Text
No records to display.

‘ Add More Notes | ‘ Next Page | | Previous Page |

Figure 7

a. Detailed Description: Enter a detailed description in the additional notes field for

your support issue as shown in Figure 7. Enter as much detail as possible,
including applicable error messages.

4. Press the Next Page button.

TECHNOLOGY OUT FRONT 1
Welcome Festus McDuff! Today's date is 9/3/2010 4:08:53 PM My Home Profile Sign Out
Go-to-Assist
SymQuest
Add Attachments
Contact Us

Please use the upload feature below to provide the SymQuest Engineer with any documents you feel
necessary to resolve this issue.

C\Users\wimble SYMQUEST\Documents|  Browse

Upload

| Submit Request ” Previous Page

Figure 8
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a. Add attachments: Use the browse button to find a document you would like
to attach to your incident.

b. Press the Upload button to attach you document. Your screen should look
like Figure 9.

14: JOLOGY DUT FRONT WITH YOU
Welcome Gree James! Today's date is 9/2/2010 6:22:45 PM

My Home Profile Sign OQut

Go-to-Assist

Symduest Add Attachments

Contact Us

Please use the upload feature below fo provide the SymQuest Engineer with any documents you feel
necessary to resolve this issue.

| | Browse... |
Upload
Submit Request | Previous Page |
Name Description
You are My Sunshine.docx You are My Sunshine.docx
L
Figure 9

5. Press the Submit Request button. You can review the request summary page as
shown in Figure 0.

My Home Profile Sign Out

GoteAssist| Your request has been submitted!
Symiduest

Thank you for wsing the SymCuest Customer Portal. An engineer has been notified, and will be calling you

ContactUs | 4: soon a5 possible

...... Lecation =
Request ID | 17585 Mame * 755
Priority’ 1 Category
Description
Contact
First Name | Last Name 1
Email lwimble@symquest.com Phone 902-658-982

Mo notes records found

[ pomt_ | | Rewm to equesss |

SymQuest Group, Inc. thanks you for your business!

Figure 10
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6. Press the Return to Requests button to return to the Network Support Requests
screen.

TEC G 0UT FRO
‘Welcome Festus McDuff! Today's date is 9/3/2010 4:12:06 PM. My Home Profile Sign Out

Go-to-Assist| Update Network Support Request 375953

SymQuest

Request o5 Location .
Contact Us a o 375953 Name <025 French Fries and Fine Cuisine

Category Priority MEDIUM

Description

Contact

First Name Greg Last Name James
Email gjames@Iabor state vt.us Phone (302) 828-4261

Notes

Note Type Text Created Date

‘No notes records found ‘

| Print | |Previou5 Page

Figure 11

7. To update an existing RID, select the RID in the grid and hyperlink to the screen shown
in Figure |1.

8. To add a note, press the Add button, and then press the Previous Page button. The
engineer assigned to your case will be notified of your update immediately. When your
support request is closed, you will be notified immediately, via email.

Once you submit your support request, our Incident Response Team will be notified immediately,
via email. The assigned engineer will contact you during normal business hours (M-F, 8-5),
according to the severity of your incident (Table I). If you submit a support request outside of
normal business hours, the assigned engineer will contact you on the next business day. Note:
If you have optional 24x7 SafetyNet coverage, you must open off-hours support requests by calling the
800-number that was provided to you at the inception of your contract.

You will receive email confirmation at the address we have on file each time a SafetyNet
incident is opened or closed. Your confirmation will contain the Request ID, which will serve
as your tracking number while your issue is open. You may update or monitor your requests
at any time by returning to the SymQuest Client Portal at www.symquest.com.

SafetyNet-:
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