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Channel Support Items

For recommended support steps, see:
* https://wiki.stb.mezzanineware.com/display/ES/Mobile+Device+Related+Support

SIM and Device issues handled by the Channel Partner:

* Mobile Data and Zero Rated Check Second Line
* Faulty Device Troubleshoot Second Line
* Device Reboot in Order to reset faulty Application Second Line
* SIM swaps Second Line
* SIM card check/troubleshoot Second Line
* Internet Settings check Second Line

* Device/SIM Blacklisting Second Line


https://wiki.stb.mezzanineware.com/display/ES/Mobile+Device+Related+Support

Escalating Issues to Mezzanine Support

There are three methods to escalate issues to Mezzanine Support. All methods are described
in detail in the next few slides.

1. Go to https://support.mezzanineware.com/ and register as an end user. Then log the
ticket.

2. Send an email to support@mezzanineware.com describing the issue and what
troubleshooting steps were taken to try to resolve the issue.



https://support.mezzanineware.com/hc/en-us
mailto:support@mezzanineware.com

Escalating Issues to Mezzanine Support

* The Channel partner can send an email to

support@mezzanineware.com with full description of User’s
problem and the troubleshoot steps taken so far. Once the
email is sent, Zendesk will automatically create a ticket on
Mezzanine’s portal and the requester will receive two emails
back the first time they log a ticket. Another method is to log

a ticket via https://support.mezzanineware.com/.
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* The first email will be a welcome email and only received if the
Agent logs an issue for the first time. This email will have a link
where the agent can log unto the portal to create password in
order to track their request on our web portal.

* Once the agent clicks on the link they will see the registration
screen where their email address is required. The agent should

complete the registration process.
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Mezzanine Support Desk
welcome email inbox

support@mezzanineware.c..
1o me
15:40 View details

Welcome to Mezzanineware's support desk
Please follow the link below to choose a password,
and we will log you in right away.

Zendesk

L i~ =
Reply Reply all Forward

Please set me up with a new password

To reset your password for https://
mezzanine.zendesk.com, enter your email
address and we'll send you an email with
Instructions

tanswillachilles@gmail com



mailto:support@mezzanineware.com
https://support.mezzanineware.com/hc/en-us

Escalating Issues to Mezzanine Support

When agents click on the submit button they will receivea ¢ After sign-up, users will be redirected to a screen where they
screen that confirms another link was sent to set their can create a password and verify their email address.
password.

Existing users (agents who have logged Issues before) who

never used the website to track tickets may click on Sign up.
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Check your email 7 | Mezzanine Support Desk - Select passwe  (~ .
hA Engish(US) v Communty  Submtarequest Signin
If you are an existing user, we will immediately create a password to Ve"fy
send you an email with a link to reset your your email address . . .
password. s suppol . esk Support
Enter a password Sign in to Zendesk Support
If you are not an existing user, you can sign up You'll use this password to sign into ' — .
Mezzanine Support Desk (http://
support. mezzanineware.com). f soninvinceoo Passuord A
@ g+ Sign in with Google lay sgnedin 4 A
Password requirements: Cancel
* must be at least 6 characters
« must be different from email address Wha
* must include letters in mixed case and Recents NewloZendsk Sipor?
tecent @ -
numbers Have you emailed us?
* must include a character that is not a Tips & Tt i h
Howtoe
letter or number sreassd
-
Tios & Trick * Introducing Guide - The evolution of Help Center
TFJ’."G:", my ema il address How to export Zendesk macros into a
e ————————— st H Aoy ol Certerances
.
= ,O [‘D * Check out this month's Fine Tuning: The beauty of self-




Escalating Issues to Mezzanine Support

* You will now see the following screen where you can

sign up for Zendesk support. Once you have completed
the form click on “Sign up”.
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Sign up to Zendesk Support

Welcome to Zendesk Supportl!

This registration enables you to participate in our
knowledge base and community. You can add
comments, ask questions, vote for ideas, and share
ups

With this registration, Team, Professional, and
Enterprise customers can also submit tickets for
support

Enter your information below, and we’'ll send you an
email to verify your address and log in. By
registering, you agree to our Community nidelines

and Privacy | Y -
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I'm not a robot L

* After clicking on “Sign up” you will receive a message
that confirms that the sign up has been completed, and
the mail that welcomes you to Zendesk. Click on the link
to confirm your details.

Sign-up complete

Thank you for signing up, Tanswill

A wealcome amail will be sant to
tanswillachilles@gmail.com shortly, containing a
venhcation ink that enables you to sign in

If you don't receive an email from us within a
couple of minutes, please check your junk/spam

folder.
Weicome 10 Zendesk Support e 1
Zendesh Suppon sppon (Lowde (o .
Thank you for registaring with Zendesk chent suppirt

This sl has beses 50t 10 pou U verify your emal address. T activate vour wier acciet, please chck tha following b, and we wil log you fight i

Lintedeah oo, verfaton, emad & T 1L [E
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Escalating Issues to Mezzanine Support

* Once you have clicked on the link it will redirect you to a * Once you have set your password you will see the
screen where you need to set your password. Zendesk home screen.
=
Is support

Choose your secret password

You'll use thes password to sign in o Zendesk

5 _,z'lr:l_' 1

Tanswill

Set password




Escalating Issues to Mezzanine Support

* Once the sign up process is completed, you can click on
the link below to view the status of your request.

When you have clicked on the link you will get the login
screen where you will need to sign in with your email
address and the password you have chosen.

e.g. “Your request (#10063) has been received, and will be
reviewed by the Mezzanine Support Desk staff shortly.

To review the status of the request and add additional
comments, follow the link below:
http://support.mezzanineware.com/hc/requests/10063
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http://support.mezzanineware.com/hc/requests/10063
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Escalating Issues to Mezzanine Support

* You can now review the status of your ticket and create follow-ups, once you are logged in.

&5, mezzanine

Requests  Contributions  Following

Mezzanine Support Desk > My activities

Test

Tanswill Achilles
7 days ago

Hi Test

This request is closed for comments. You can create a follow-up.

Community ~ Submit a request Tanswill Achilles v
Requester Tanswill Achilles
Created May 03, 2017 15:40
Last activity Yesterday at 10:02
Assigned to Tanswill Achilles
Id #10063
Group User Support
Status
Priority —

Organization Unknown
Intervention Other




