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Sometimes you may need to open or manage an Incident, but do not have the time to call
CustomerCare. With Support Central you can easily accomplish these tasks without requiring
you to pick up the phone.

Answer

Here's How!

To open or manage any Incident, just perform the following.

1. Login to Support Central at: http:/www.visionsolutions.com/supportcentral.
2. Once logged in, click on the CustomerCare tab and select your Product.
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3. On the Product page select 'Open an Incident' to open a new Incident, or 'My Incidents' to
manage an existing Incident.
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Opening an Incident

If you clicked on 'Open an Incident,' you are presented with the 'Open an Incident' screen.
Simply fill out the form and click 'Continue'.
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Upon clicking the 'Continue' button, you will be presented with a list of Smart Assistant
answers that may be relevant to your issue.
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If these answers do not resolve your issue, simply click 'Submit Incident' to complete the
process of opening a new Incident.

At this point, you are presented with the Incident ID number.
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Open an Incident

Incident Reference # 140825-000104

Welcome Customer User

Thank you for submitting your Incident from Support Gentral

To upload additional attachments to your incident now, click here. Maximum upload capacity per attachmentis 10GB.

Click on the 'My Incidents' link to be returned to your list of Incidents.

Opening an Incident online routes your support request to a CustomerCare Support
Specialist based on the product you selected at Incident open.

Managing an Incident

If you clicked on 'My Incidents," you will be presented with a list of all the Incidents that are
associated with your login account (past and current). You can, however, change the view
to see all Incidents associated with your organization by selecting 'Organization’ from the
'Incidents for' dropdown.
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‘CustomerCare > My Incidents

My Incidents
Toview or update an incident, clickthe incident number. To open a new incident, click Open an Incident.

1-10f1

Open an Incident | Hide Closed Incidents

neserts or: N v | |
Incident | Summary | Status. | Severity U individual
131023-000294 Testincident-Wade - 10/23(13  Pending CustomerCare

| company

4 10/23/2013 08/25/2014 Double-Take Avallability for Windows — TestCompany

Once you find the Incident you wish to manage, click the Incident ID.
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Here, you can view the history and status (Incident Details) of the Incident as well as use
the links within the 'Actions’ section to update the Incident with any new information and

view / add attachments.

e Ifyou click on 'Update My Incident,’' you are presented with a new tab that allows for

new comments to be added, as well as file attachments up to 5MB in size.
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e Ifyou click on 'View Attachments,' you are scrolled to the bottom of the Incident to see
the attachment list.

e Ifyou click on 'Add Attachment (5MB - 10MB),' you are presented with a new window
that allows for the submission of attachments between 5MB and 10MB.

Upon making any updates to an Incident the CustomerCare Support Specialist, identified
as the Incident Owner, will be notified that an update has occurred.

Incident management on Support Central is another great resource for you to quickly self-
service information available from Vision Solutions.

Contact Information

For technical assistance with any Vision Solutions’ product, contact Vision Solutions'
CustomerCare team.
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