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Disclaimer of Warrantyand Liability

No representations or warranties of any kind are, expressly or implicitly, made by or with respect to, anything in this
document. In no event shall Magnetic North Software Ltd be liable for any incidental, indirect, special or consequential
damages out of or relating to any use thereof, even if Magnetic North Software Ltd has been advised, knew or should
have known of the possibility of such damages. Magnetic North Software Ltd shall not be held to any liability with respect
to any claim on account of, or arising from, this document or any use thereof. Information in this document is subject to
change without notice. No part of this document may be reproduced or transmitted in any form without the express written
permission of Magnetic North Software Ltd.

Copyright O 2012 Magnetic North Software Ltd. All rights reserved.

All trade names are the service mark, trademark or registered trademark of their respective manufacturers.

Magnetic North Software Ltd
Solutions House
Meridian East
Meridian Business Park
Leicester
Leicestershire
LE19 1TP

www.magneticnorth.co.uk

contact@magneticnorth.com

Document Version History
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07/07/2011  Created 1.0 n/a
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11/01/2012  Updated (added issue severity definitions & support 1.2 n/a
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1. Magnetic North Support Welcomes You

Welcome from Magnetic North Software support. We offer two types of support contract, one to cover business hours and
one to provide 24x7 support:

1 Business Hours, typically popular with UK customers, enable you to receive support during Magnetic North
working business hours (i.e. between theurs of 8.30am and 5.30pm, Monday to Friday, excluding UK bank
holidays and the Christmas period

1 24x7 contracts, typically popular with mission critical operations and provided by default to all Magnetic North
OnDemand customers, enable you to reesbupport 24 hours a day, 7 days a week including out of hours
support.

In addition to the benefits of your support contract Magnetic North enterprise customers are also entitled to a twice yearly
remote health-check where our support engineers remote into your system and ensure your products are running with a
clean bill of health. Additionally enterprise customers are entitled to free upgrades to all installed Magnetic North software
to ensure that they are running the most recent versions available®.

Regardless of your support contract we aim to respond to your issues within the following timescales:

1 APJILcriticalissue is defined as the system being down and as a result nobody is able to use the product. We
aim to respond to &1 issue within ¥z amour for OnDemand (hosted) customers, and 4 business hours for
enterprise (onsite hardware) customers.

1 AP2seriousssue is defined as whilst impacting heavily on your business some users are still able to use the
product We aim to respond to B2 issuevithin 1 business hour for OnDemand (hosted) customers, and 8
business hours for enterprise (onsite hardware) customers.

1 APS3importantissue is defined as neeritical, and whilst part of the product may be failing, it is not stopping
the majority fromusing the product We aim to respond td®8 issue within 24 business hours for both
OnDemand (hosted) and enterprise (onsite hardware) customers.

1 A P4dminorissue is defined as negritical and can be endured without impact on your business. We aim to
respond to &4 issue within 2 business days for both OnDemand (hosted) and enterprise (onsite hardware)
customers.

We will, of course, attempt to do more than just respond within this timeframe but typically you can expect a response
within an hour of submitting an issue.

'We will notify you of the dates our office is closed during e@btistmas period.

2 Ourengineersare on standby ready to help you resolve any critical (P1) or serious (P2) issues you may encounter outside of business hours.
Magnetic Northengineers will endeavour to get your system back up and running as quigidgsible or return you to a last known good state if
your environment has changed causing an outdgjease note that out of hours support covers NEW tickets only (i.e. it has been designed as an
accident & emergency service to restore your business &yatjpn).

% Please contact Suppdidr more information
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1.1. Contacting Magnetic North Support

There are two ways you can contact Magnetic North support to discuss any issues you may have.

1 The primary method of contact to be used for all support issues is through our Support Portal
(http://support.magneticnorth.con).

The Support Portal is an invaluable resource of information in which you can log and escalate support issues,
view current issues and read updates, notify us of product im@neents you would like to see made, access a
knowledge base of solutiorie common problemsaccesgproduct help and support documents as well as
training videos

To save you some time supporting documentation and training tools-dlited interactive rvies) that are
regularly used can be found on the login page of the Support Portal.

/> Magnetic North Support Portal - Microsoft Intemet Explorer provided by MagNorth IS EE®)

(2]
- e - |izk Pags ~ % Tools - 2]

@f ~ [ i/ /suport magnstionoth som/ ] (4] ] [Gocge

=

W& Ig Magnetic Notth Suppott Pottal

Welcome to the Magnetic North Support Portal
Home

Support Contract Information Online Help Documents
If you are already a registered user, please click below to login:
Login to the Support Partal "]

m The links below provide more in-depth information on
Generic Support Agreement ( pdf) Maximise and Optimise

Forgotten your login or password?
If you have forgetten vaur login name or password, please enter your email address here to be reminded:

Understanding your Suppert Contract (m pdf) ecmmise & Maximise Client Minimum Spec

Email: | [CRemindme |

Web Help
Register for access o Click To Call: User

If you have a valid support contract with Magnetic North you can register for access by entering your email .

address here: Download the Diagnestic Tool Click To Call Cerperate: Ace. Owner | User

et .. _—
[ | .REqugst a Live Screen Share Maximise v3.0.0 (draft): Agent | Admin

Passward: | | [(Registerme | Maximise v3.0.0 (draft): Advanced Scripting

Your password must be st least 5 charscters in length, snd contsin s uppercase letter, & lowsr cass letter °=ubnut a Product Improvement

snd & number Maximise v2.8.8: Agent | Admin

o Maximise v2.8.8 DTMF: Quick Reference

Contact Information

UK Support: 0871 426 0055 o Maximise for Salesforce: Customisation Guide
European Support: +44 871 226 0422

USA Toll Free: 1-866 207 7007 o Optimise v4.5.0 (draft): Admin | Reviewer
Support Newsletter Optimise v4.1.5: Admin

Read the Latest Newsletter

Register abeve and you will receive the Suppert Newsletter monthly by email. Optimise v4.0.0: Admin | Reviewer

Feedback Optimise Utility: Record Me Now
Email :

vour comments

Movies & Interactive Tutcrials

o Maximise Functionality Movies

Submit

Maximise Supervisor Training

Maximise Agent Interactive Tutorial
o Maximise for Salesforce Functionality Movies

o Optimise Functicnality Movies

[# @ intemet ®q100% -

© 2012 Magnetic North Software Page 4 of 16 Company Confidential


http://support.magneticnorth.com/

WELCOME nipieppeties

FROM MAGNETIC NORTH SUPPORT n@r"'ih =

All other documents can be found in the Documents & Downloads section.

{2 Support Portal - Documents & Downloads - Microsoft Intemet Explorer provided by MagNorth IS

6‘9’ ~ [ http.//poral magnetienoth com/C4/Documents/defaut aspx v [#2] (%] [Gocgle 28
— »
W I@SUDW‘ Portal - Documents & Downloads I % - B - & - [ Page ~ G Tools -

7| Welcome to the Magnetic North

v Support Portal Lo
Support Portal Home Support  LiveShare  Improvements Roadmap  Stats  KnowledgeBase  Contact Details

gt Support Portal Pl This topic Y,
@ Documents & Downloads

Support Documents -
Type Name
2] EstimatedMonthlyCharges
L Magnetic North Glossary
[d Database Schema
@ Release Notes
3 Portal Content
@  Installation and System Management Documentation
3 User Guides
[d Troubleshooting Guides
@ Technical Notes
B3 Housskeeping 1
03 Downloads il

The pages that follow summarise how you can register for Support Portal access as well as how to submit /
update / escalate support issues, submit product improvement and configure OnDemand time of day routing.

1 The alternative method of making contact with Magnetic North Support is by telephone.

From the UK calD871 426 0055
From the US calll 866 207 7007

Whenever you log a support issue, whether through the Support Portal or by telephone, you will be provided a six digit
reference number, this allows you to track an issue from submission to resolution and all the update steps that take place
in between. If you are not provided with this reference number, please remember to ask for it.
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1.2. Register for Support Portal Access

Registering for access to the Support Portal allows us to link you and your company to any support cases you might raise,
or to any improvements you might suggest. To register for access to the Support Portal you must already exist in the
Magnetic North customer relationship management

(CRM) application and your company must have an (R N e R e S S BT

aCtlve Support ContraCt %ﬂ - IE hitp://support. magneticnorth cumfl
d StepT —
w [ & Magretic North Support Portal = l I

1. Browse tohttp://support.magneticnorth.com

Welcome to the Magnetic North Support Portal

Home

The Support Portal front page will load. Focus on the
area of the page labelled Register for access.

Iare already a registered user, please click below to login:
2. Use theEmailfield to specifythe e-mail [__Losioto the Suppor Portal_] -
address that yOU ga-ve [[Br your maln ContaCt IFfD;Dglftltaevr:{;rI;;t!t‘;aicuz: ﬁ:ag\sns‘::rll:g?ur password, please enter your email address here to be reminded:
. Und
details - ) lErmail: | (CRemind e
3. Use thePasswordield to specify an -
appropriate and secure passworchdtire that  [|register for access _ _ _
. 1f vou have a walid support contract with Magnetic North you can register for access by entering your email ‘
the password you choose is at least 8 address hers:
characters long and includes a mixture of uppejemai: | | |
and lowercase letters andumbers. Passnord: | | (Regeter e )
Yﬂgr passm;ﬂrd must be at least 5 characters in length, snd contsin a uppercase lstter, a lower case letter ﬂ
. . . f f Steps 2, 3 & 4
Once you are satisfied with your choice of password:  |[fartner access is now available. .

4. Click theRegister Mebutton.

If the e-mail address with which you attempt to register is not already known by Magnetic North, or if the company with
which you are associated does not have a support contract, registration will fail. Presuming registration succeeds the
following screen is displayed confirming your portal login details. Should registration fail we are notified automatically and
will validate your details.

/= Support Portal Registration - Microsoft Intemnet Explorer provided by MagMNorth 1S
%ﬂ - |& http://support. magneticnoth.com/portalregister asp

i}il gSuppun Portal Registration l_l

Once activated you can login by
clicking the Login to the Support
Portal button. Alternatively browse
Welcome to the Magnetic North Support Portal to http://support.magneticnorth.com
and login at a later time.

Registration Complete

Please be patient, it might take up
to 30 minutes for your account to be
activated.

Your registration has completed successfully.
Your login details are:

Username: nicholasreedman

Fassword: seseesss

These details will be automatically emailed to you shortly.
Please keep them safe as you will need them each time you login to the Support Portal.

Login to the Support Portal

Please note: It may take up 10-20 minutes for your sccaunt to becoms active...Please wait befare trying to lag in
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1.3. Our Knowledge Bse

The Support Portal hosts a searchable and browsable knowledge base of frequently asked product related questions;
when you have a query this should be your first port of call to find an answer.

1. Log into the Support Portaltp://support.magneticnorth.com
2. Clickknowledge Bas@ the horizontal menu system.

e Support Portal - Knowledge Base - Microsoft Intemet Explorer provided by MagNorth 15
@g‘zr - |g, http://portal. magneticnorth.com,/C3/Knowledge . 20Base/ defautt aspx

—

‘ik ﬁ'ﬁ' [ @Suppon Portal - Knowledge Base l l

Welcome to the Magnetic North
P Support Portal

Support Portal Home Documents & Downloads Support Live Share Improvements Roadmap Stats Knowledge Base Contact Details

a Support Portal V| This

Knowledge Base

Knowledge Base
Here vou can search the Magnetic Marth knowledge base for all products.

Please select from one of the two search options below: Steps 3-5 & Steps 8-11 Steps 6-7
KB Search - KB Lookup

Search knowledge base Select knovledge base article:
Product : KB 1|3=|:|

|A|I products w

Search text :

To search the knowledge base by product and keyword:

3. Use theProductdrop-down list to select an appropriate product category.

4. Use theSearch Texeditable field to specify your search string.

5. Click theSearchbutton. All matching articles are returned in a list and can be clicked to read the appropriate
article.

It is possible that your Magnetic North representative has suggested you read a particular article and given you the article
ID. To search the knowledge base by article ID:

6. Use theKB IDeditable field to specify the article ID.
7. Click theSearchbutton. The matching article is displayed.

To browse the knowledge base:

8. Click theBrowsebutton.

9. Initially a list of products is displayed. Click the most approppabeuct.

10. Next a list of topics is displayed. Click the most approptize.

11. Finally a list of article titles is displayed. Click the most approptiifgeto read the article.
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1.4. Submit a Support Request via the Support Portal

When you encounter an issue that you feel you need to contact support for
your first port of call should be to log a new case using the Support Portal.
This can either be for a fault or to ask how to do something. If you are an
OnDemand customer you can also contact your Success Manager to ask for
advice and questions about how to use the product, though no service level
responses are provided outside of the support system. Logging cases through
the Support Portal allows you to track and update issues 24 hours a day,

every day of the year.

1. Log into the Support Portaltp://support.magneticnorth.com
2. ClickSupportin the horizontal menu system.
3. Click theLog New Tickehyperlink.

A support ticket form is displayed within which you can detail your issue.

4. Complete the form as fully as you are able to.
a. Use theRegistrationand Categorydrop-down lists to
categorise your issue. If you are an OnDemand custdie on a hosted platform) also use tbaiversal
Customerand Universal Customer Contadields to further categorise yourself.
b. Use thelncidentNamefield to specify a name by which we can identify the issue.
c. Use theSerwce Leveield to define theseverity of the issue; as guidance we consider

AP1to be a critical issue where the system is down and as a result nobody is able to use the
product.

AP2to be a serious issue where whilst it is impacting heavily on your business, some users are
still able to use the product.

AP3to be an important but norcritical issue, and whilst part of the product may be failing, it is
not stopping the majority from using the product.

A P4to be a minor issue that can be endured without impact and is-critical.

d. Use thePlease provide a description of your problefield to tell us about the issue. To get the fastest
resolution possible provide us with as much detail as you can, including:

i.
ii.
iii.
iv.
V.
Vi.
Vii.
Viii.

A detailed description of the issue.

What you were doing immediately prito the issue occurring

The date and time when the issue occurred (all dates and times if the issue occurs repeatedly).
Whether the issue can be consistently reproduced and if so how.

The users that have been affected by the issue.

Screenshots of any erronessages that were displayed.

If you have access to them log files or Windows event viewer entries that were generated.
Details of any recent changes that have been made to your system.

e. Screenshots, log files and any other files you want to send thattmayseful whilst diagnosing your issue
can be attached:

Click theBrowse...button to find the file(s) you want to send to us. To send multiple files please
compress them into a single ZIP/RAR file.

5. When you are happy you have detailed your issue asdsllyou can click thBubmitbutton to send it to us.

The Support Portal will display a page confirming submission of your issue; additionally you will receive an e-mail
confirmation. Whenever a support incident is logged our team also receive e-mail notification and your issue is added to a
central reference dashboard for visibility; for critical issues our managers also receive SMS notification.

“ Should we feel that your issue has been assigned the wrong service level we may change it.
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