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1. LOGGING INTO SUPPORT CENTRAL
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Figure 1 - Login Screen

Enter the following URL on vyour Internet Explorer Browser:
http://support.tsi.co.za/client.

You will be prompted to enter your User ID and password (see Figure 1) to
access your Support Central Interface. This will be supplied to you by TSI.

Notes about the User ID:
0 The User ID comprises of the Company abbreviated name dash user

name, where the Company abbreviation is all uppercase and the User
Name’s initial letter only as uppercase. E.g. ABC-Joe

Please Note:

To change your password you need to log a job, and TSI will undertake to
change the password. Please DO NOT include your new password in the job

you have logged. TSI will contact you telephonically to get your new chosen
password.
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Figure 2 - Main Client Screen

This is the initial screen you will be seeing when you have successfully logged
into Support Central (see Figure 2).

This is the main screen, where you will be able to navigate to the different areas
of the system.

If the specific Job Number is known that you are querying, you are able to type in

the Job Number in the Job Number Reference Box and press Enter to skip to
that specific Job.

This screen will also give you an indication of how many jobs are currently
logged with TSI and are in progress.
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2. JOB LOGGING PROCEDURE
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Figure 3 - Job Log Screen

From the main screen you will have an option to log a new job: “Log new”

Selecting this option will open the job log screen (see Figure 3).
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Figure 4 - Job Log Screen 2

Support Central will automatically pick up that you are the reporting user with the
information you supplied when you logged into Support Central

The information you would be supplying would be as follows:

o Who is the experiencing user in your organisation? If this affects more
than one person then choose your own name if there is nobody else who
knows more about the problem.

o What is the description of the problem? Please provide as much
information as possible. The job entry area may appear to be too small for
a very long description, but you can type as many characters as you need.
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Figure 5 - Job Log Screen 3

Other information required would include how many people in the company have

been impacted by the incident. This selection is made on a drop-down menu.
Please be as accurate as possible.
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Figure 6 - Job Log Screen 4

On the next drop down menu (see Figure 6), you will be able to give the incident
a severity level. This will affect the response time of our Consultants. Please
choose according to your support contract, as again escalation fees may apply.
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Figure 7 - Job Log Confirmation

When you have completely filled the in the job logging form, press the save

button. When all required information is filled in, the job will be sent to us at TSI
to be actioned.

An email confirming the above will be sent to the person responsible (i.e. The
person designated as the default user).




3. VIEWING YOUR JOB IN PROGRESS
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After your job has been successfully logged, you will be able to track the
progress on the request at any time.

Click on the “Follow Up” option to track the progress. (see Figure 8)
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Figure 9 - Jobs shown by status

When tracking progress on outstanding jobs, you will have the option to view all
the details pertaining to the jobs that have been completed. (see Figure 9). Click
the View button and all history will be shown.




4. ADDING ADDITIONAL INFORMATION TO AJOB

Figure 10 - Job detail screen

Clicking on the View button on the track jobs progress screen (see Figure 11) will
bring up the Job Details screen (see Figure 10).

This screen will give you all the information that has been added to the incident.
This is where you, as the user will be able to add additional important information
to the job.

To add additional information, fill in the block in the “Please enter a description”
area and when complete, click Save.




5. APPROVING AND RESOLVING A JOB

Figure 11 - Job resolving example

When the entire incident has been completed to the TSI Consultant’s
satisfaction, you will be sent an email requesting that you close the job. Go into
the Follow-up Job screen, where you will have options in the area “Change
Status to” to close off the job available.

If the job is completed to your satisfaction, select the “User confirmed resolved”
option and then click save. This job will then be closed.

If you feel that the job has not been completed to your satisfaction and in
accordance with the logged request, then select the “User refused approval’
option and include a reason in the “user comments” section as to why it is being
refused. Save the entry. This will generate an e-mail message to all the relevant
management at TSI to look into the matter and get it addressed to your
satisfaction.  This is therefore the most expedient way of voicing your
dissatisfaction should TSI’s services not meet your stated expectations.




6. FINANCIAL HISTORY OF THE COMPLETED JOB

Figure 12 - Financial History screen

You are able to track the invoice and financial history of each job. This allows for
easy accounts reconciliation and can be done in the following way:

On the Follow Up screen (see Figure 12), underneath the Job Number, there is a
link called Financials. Click on this link and you will be taken to the Job Details
screen, where you will see all billing pertaining to that job. Click on the Also Show

All Closed Jobs for information pertaining to resolved (closed) jobs that have
automatically been “hidden”.




