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Introduction

After a customer has been transitioned to support, the issues they may encounter or questions
they may have are logged into our call tracking system. The issue will then be addressed by the
Support Department.

The Support Web - which this guide is for, gives our customers visibility to view the cases that
have been logged into the call tracking system. We encourage our customers to use this area to
view the details of their open cases, and to search closed cases and FAQs to help them resolve
problems.

Emails received for items such as enhancements, service requests, SOWs, or Sales questions
will not be logged into the tracking system and are redirected to the appropriate area of the
company. Requestor will be copied on the redirection.

Issues which are being worked on by the team prior to the transition are not logged into the call
tracking system.

Prerequisite

Before you can login, you need a User ID and Password.
1 To obtain send an email to Support@ RedPrairie.com.
T Needto know i First & Last Name, Phone number, and email address.

If you are using Explorer 8 i you will need to use the compatibility mode.
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LOGIN

Where to connect

Go to www.RedPrairie.com and click on Log In at the top of the

first screen. When the next screen appears, click the top line in ﬂ') User Login

red i RedPrairie Supply Chain customer login. The next screen to

appear is where you log in (and may want to set up bookmark). User ID:
Password:

The user ID will always be your email address. Default
password will be assigned at the time the account is created.

RedPrairie has an obligation to maintain the conf

First Wave. To protect this data we require that all users must provide an email address that is
unique to themselves and the organization that they work for. Not Allowed:

1 Generic IDs (Applicable to more than one individual)

1 Group Emails will not be allowed.

1 Email addresses that do NOT reference the company they are requesting access for.

1 Personal email addresses
Use of the above will restrict the ability to use the Support Web for case submissions and review.

Should a contact revise their personal information to incorporate one or more of the above items,
RedPrairie reserves the right to In-Activate or remove the data that is not in compliance.

Login Failed / Forgot your password?

&) User Login

Enter your user id. If you get the Login Failed notice in red, click on Login failed Reset Password
Reset Password i a new one will be generated and sent to you via User ID:

email. password: [ ]

)

3
7/~ User Login
Password Reset!

User ID: connie.chanisen@redprai
P

Me:[ | + Lanin
WindowsiniemeEpioner: x| —
B RedPrairie’| [ —
3) Refresn o Find 7 Cusarnae
A Your Password has been Reset, Please check your registered email for the new password. PO

& ristary

Product Synopsis Datail

Cases - Last One Vear ... ]

aano
Status. Priarity Product Probl... Synopsis

InBox - Last Two Weeks ... ey Case Status Report ey

aauo PCRS - Last Two Weeks L=}
Subject Received

The Dashboard screen will appear when you
are logged into the system. T —

aauwi
File Name Size(KB) Date Hodified

© ) Prefarences ) ogott
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NEW CASE ENTRY

To enter a new case into the call tracking system there are 2 options.

Email

T Send an email to Support@RedPrairie.com

1 Please include the following items

0
0
0

Company name
Site having the problem

Detailed description of the problem being encountered to include:

Trace files

I > > > >

phone number.

p>N

Impact of the issue (priority).

Enter a New Case Directly into the call tracking system

NOTE: You must have an active login to do this.

When you get to the Support Dashboard
Screen, go to the left side and click on Support
Request.

\

What user(s) were doing when the problem occurred
Any error messages received
Any Screen shots that show the error or problem

Any additional information that could assist in resolving the problem.
Person to contact for questions T please include email address and

ERed Prairie’

@History
% My Dashboard
(= @ Requests
Feature Request
T
@ Support Request
@ Sales Request
= ﬂ Cases
E My Open Cases
n

e lmmmd e

| Mv Dachboard |

@ Refresh

) Find
d

3]

Product

=

O

Synopsis

The next screen that will appear is the New Support Request Case. Items with a red asterick (*)
are required fields.

f
f

Click on Site i choose the site that is

having the problem from the drop down list.

Synopsis i this is where you want to put a
summary of the problem.

Products 1 choose from the drop down list,

the product that is having the problem.
Priority i Choose the level that best
describes the impact this issue is having.
Detailed description of the problem being
encountered to include:

0

O oO0o0oo0o

o

What user(s) were doing when the
problem occurred
Any error messages received

B RedPrairie

o Add Case

sita:  * [Nona]
Synopsisi

Producti * [none]

[@ Design | @rHTML

Attachment;

tequired Fields

Any Screen shots that show the error or problem

Trace files

B 7 g om

3¢ Sancel

Summary Information

« Problam: * (Hone]

ALB 9 EEIE ER SIS
A72.0.00 K o MAJOOD viee 3-8 L
Font v | - P

wlsee v rormatn 0

Any additional information that could assist in resolving the problem.

Person to contact for questions i please include email address and phone

number.
Impact of the issue (priority).

- Priortys (None]

¢ fnset -
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1 If you have an attachment

o Click Browse to find the attachment

o Click Upload

A You canot

When all of the data has been entered, click Add Case (at
the top of the screen). You will see a pop-up that your case

has been added

Unlike cases entered via emails to the mailbox or when you
call them in, you will not receive an email with the case

do a pr
paste into the description i you
must attach it as a file.

B RedPrairie’
o I S

-~

0.2 Prfermens. (Lot

number. You can then go to My Open Case to view the details and case number.

HOW TO VIEW OPEN CASES

Choose the appropriate area

f My Open Cases i for those where you are @ "o

listed as the contact (caller)

1 My Closed Cases i for those where you are

listed as the contact (caller)

I Open Casei for ALL Open Cases for your

organization

1 Closed Cases i for ALL Closed Cases for your

organization

1 Cases By Legacy ID (applies to customers who
have just transitioned to this call tracking
system. The number in this field will be the

tracking number from the old system.

ERed Prairie
@ Refresh /\ Find

@3 My Dashboard
= @ Requests Product Synopsis
o, Feature Request
o, Support Request

. Sales Request

= [ cases
My Open Cases S G
My Closed Cases Status
Open Cases
Closed Cases
Case By Legacy ID

=] Contracts
&0 Downloads
@Knnwladga InBox - Last Two Weeks ...
(=H§® Product Change Requests =
% Open Case PCRs @ a E [j
@ Closed Case PCRs Subject
[ Registered Products
=] Surveys
Downloads (no Query List select:

When the next screen opens i first check the filter field . The default setting for all areas is Case

T Last Two Weeks / All Sites.

Iﬁ Refresh /'\, Find Z Commands Filter: Cases - Last Two Weeks »  ALL Sites

+ (@ co To selected

Status | Case # Synopsis
G nEw 580772 test

Canét find your
9 Click on the Filter Drop Down
1 Choose the appropriate range

Looking for cases related to a single site?
91 Click on the Sites Drop Down
1 Choose the appropriate site

Contact Site

case?

Product Code
EXEL: Araucaria (Cad... WD

Cases - Last Two Weeks :

All Cases

Cases - This Month

M Cases - Last One Month
Cases - Last Six Months
Cases - Last One Year
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. 3 .. 2] Refresh _# Commands Filter: Cases - Last Two Weeks + (@ Go To selecter
Trying to bring up an existing case?
Look For: Enter Case Number Search In: Case - /2 Find Now pAdvsnced Find...
Status Case & Synopsis Contact Site Product Code

Click on Find moee e e
Enter the Case number in the Look For

E ]

Open

BOX \ ) Refresh JoFind = Commands Ffilteri Cases - Last Two Weeks v EXINCITTRMMSN - () Go To Selected
M Click on Find Now

lLoak Far: Enter Case Humbar Search Ini Cass ~  OFind Now ) Advanced Find...

Status | Case # Synopsis ntact s Product Code
O new  ss0772 jtest " ucaria (Cad... WD

| Refresh [ )Find % Commands Filter: Cases - Last Two Weeks v [

lLook For: Enter Case Number Search In: Case
How to search by Customer Ticket number. D v seorsa e croran

Click on Find
When the next line appears i click on the Advanced
Find button
1 A pop-up will appear. Look for the Customer Ticket
Field
o Enter your ticket number into this box.
o Click on the Find Case Button
A If more than one case applies, they will
appear in the search results box.
Highlight the appropriate one and click
ok.

= =4

v oK X Cancel
PortarCe @ Internet |

CASE SCREEN REVIEW

The following is a brief listing of the fields and an overview of the data that is kept there.

Customer Box e —— T
1 Customer i Site that is having the ;
pr0b|em_ Customer Status
1 Parenti Customer / Client site is TR e s
connected to. S Castomon e
1 Actual Date i Date case was entered Aol Dt e Protem cotes e
1 Location i Not Applicable to US — Aesianed By:  FWADHIN 812812008 15:47 A
Customers ::j::‘l(cunme.uhanisun@rednrame.:um) mm:::: Vedium
Contact Box rag: Registered Product: #5173 version:
91 This will contain the data for the person product Godes 9w

who reported the problem
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Case Screen Review Continued

Status Box

9 Statusi this will be the case status as
generated by the program. Various actions to

= =4

the program will determine which Status.

They are
0 New
o GRTPST
o Urgent
o Open
o Closed

Sub Status i this will reflect the current status

of the issue.
0 In Progress

() Refresh

(= Send Email

LAl (@ Go To List

Summary Information

Customer

EXEL: Araucaria (Cadbury) (#20685)

Parent: Exel

Actual Date:  8/28/2009 11:47 AM

Registered Product:

Sub Status:
Legacy ID:
Customer Case #:
Problem Code:

Assigned To:  Transit

Product Code:

Contract #:

Status:

B new

Archive

: FWADMIN 8/28/2009 11:47 AM
rity:  Medium

ag:  No

#8178 Version

WD - WD

A Formerly Analyze; Case is actively being worked / researched by

Support;
o Workaround Provided

A A short term resolution has been provided / applied. Still analyzing for

root cause.
o Escalated: Services

A Formerly Escalated: Project Team; Issue has been escalated to Services
/ Project Team. (Outside of Support);
0 Escalated: Dev / Product

A Development / Product group is working on this issue;

o Wait For Customer

A Formerly Feedback / Waiting: Cust Feedback
A Case is waiting for information or response from the customer to

proceed
0 Watch i Monitor

A Issue is resolved, we are keeping in monitor status for a short
period to ensure the fix is working properly.

o Resolved

1 Formerly Resolved: Pending verification
1 Issue has been resolved, no further action is being taken, we are just
waiting for customer acceptance to close the case.

Legacy ID - If applicable, the call tracking number from previous system. The field is also

used for other items depending upon account.

Customer Case#-T hi s

S

t

he

f

el d where

t

he.

customer 6s

Problem Code i This will change through the life of the case. Upon Closure this will be
adjusted to reflect the area of the problem.

Assigned to

o Initially i all New Cases are assigned to Transit.
0 After the case has been picked up, it will be changed to the person working the

issue.

o Ifthe case is in an Escalated Status 1 the person listed is no longer working, and

is now monitoring the issue.

Assigned By T just a tracking field that is visible on this screen
Priority 1 This is the rating that has been given to or requested by the Customer. Options

are: Critical, High, Med, Low
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Case Screen Review Continued

1 Escalated to i This will be the point of contact from the Project team on this issue if in
Escalated: Project Team Status
1 Escalated Flag i Will be checked if the issues required the help of the team or product
during the process to resolve the issue.
1 Actual Resolved date-time i The actualdate-t i me t he case beQsemes fAresol v
may remain open afterwards for testing, acceptance approval etc.
1 SQL update performed i will be checked if an UPDATE, INSERT, or DELETE was done
to of any DB tables while working the issue.
1 FAQ/ this is where the resolution will be filled in upon case closure.
o0 To view the details i scroll over the verbage entered and when the lines appear
T click, and the complete resolution will pop up.
o Note T there are times where the details are very extensive and the best place to
find all the actions taken place to resolve the issue is in the case notes or
activities. I n some of trhiecsoe rseistoulauttiioonns naa yfi sb
applied to the case.
1 Registered Product / Product Code / Contract i This will be the product that is having the
problem.

Detail Information
1 Synopsisi A summary of the problem
1 Problem Description i Details of the problem as reported by the customer
o If the case came in thru email i you will see the information as it was submitted
on the web.

HOW DO | UPDATE MY CASE?

Go to the top of the screen and click on
the Send Email button.

When the pop up appears i

91 Enter the subject (summary of
the email)

1 Update the Description (can
remove existing information

1 Include attachment if applicable
(Click Browse 1 to find it, then
Upload)

1 When complete i click send
email
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