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About this user guide

+ This document is for use by staff who are responsible for the logging of
support cases.

User guide icons

Throughout this User Guide, icons may have been used where necessary, to draw
attention to important information and to help with the process in general.

0 Note: A note supplements important points of the main text.

Q Tip: A tip suggests alternative methods that may not be obvious and helps
you understand the benefits and capabilities of the product.

A Warning: A warning advises you that failure to take (or avoid) a specified
action could have undesirable consequences.

MS-100-UG-01 Page 2



Contents

1. Introducing the Talis My Support Service application ..........cccccocmiiiiiiccccccer e 4
2. Logging cases using the Talis My SUppOrt SErviCe .......ccccccciiriiiicccssscerenr s ss s sssessssses 5
2.1 About the Talis My SUPPOIt SEIVICE.........coiiiiiiiii e 5
2.2 Logging in to the Talis My SUPPOIt SEIVICE .......coiuiiiiiiiiiiiee e 5
2.3 Logging a new support case through the Talis My Support Service..........cccoooeieeiiiiiiiiiienn. 7
P Yo [o [ g e JR= W eTe] 1410 0 =T o R PP PRRPPPRPN 14
2.5 Adding an attaChment ... ..o e 15
2.6 VIeWing @n eXIStING CASE ......coiiiiiiiiiiie ettt e e e e e e et e e e e e e e e e annree e e e an 19
3. Logging a case using Email to Case.........cccciiimmiiniiinniniin s 23

MS-100-UG-01 Page 3



My Support Service Getting Started Guide

1. Introducing the Talis My Support Service application

The Talis My Support Service helps manage the complete lifecycle service, from logging
cases to suggesting and delivering solutions, including Web self-service and live agent
support. The benefits to you of this new application are:

o A truly customer-centred process
+ A streamlined, fully integrated communications process
+ Greater transparency in the way calls are being handled
There are two ways in which cases may be logged within the application:
a) through the Talis My Support Service or

b) through a feature known as Email to case
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2. Logging cases using the Talis My Support Service

2.1 About the Talis My Support Service
The purpose of this section is to introduce you to the new Talis My Support service.
+ The Talis My Support Service is a web-based application.

+ The Talis My Support Service is the self-service function of the new Customer
Relationship Management application which replaces Talis Solutions

+ The Talis My Support Service will allow you to create, view and update cases you
have logged with Talis Support

+ The Talis My Support Service will also allow you to search for a known solution
tfor your issue

2.2 Logging in to the Talis My Support Service

To access the portal, you will need to register. Once you have registered, you will receive
an email with a link to the portal’s URL and detailing your user name and password.

On receipt of the email, click on the link which will take you to the portal’s log-in screen

User Mame: [testi@ialis.com

Passwiord eessses Eardot your password?

Login

2.2.2 Enter your user name and password and click on the button. This will
take you to the portal’s Change Password page
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2.2.3 Complete the required fields and click on the Sl button. If you make a

mistake, you are able to stop the process by clicking on the E&iEE] button and
beginning the process again. Once you have successfully changed your password,
you will be taken directly to the portal’s Home page
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e

Logaed ir: Urszuls Pitt from Talis information Limited

Morie Fourd

More Found

2.2.4 From this screen, you will see that you have 4 options:

Find Solution

This function will allow you to search the database for a known solution to
your issue, using key words. This function is currently non-functioning as
there are no solutions stored at present. This will develop over time as the
application continues to be used

[ J

[ ]
This function will allow you to view all cases you have already logged —
either through the portal or by email/phone.

. Logout

As stated, this function will enable you to logout from the portal

2.3 Logging a new support case through the Talis My Support Service

To raise a new case through the portal, log in to the application and click on the

og & iase

button. This will take you to the Log a case screen.
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[ tons |

Logout

Contact Hame: Status:
Sue Bennett My [+

Product:
--Mone-- bl
Version:

==Mare--
Product Area:
--Nane-- v

Subject: *

Description:

Examples:

Priority:
Mediurm Impact Ej

gﬁchun- o
SALESFORCE.COM

Your name will appear by default and the Status of the case will default to New
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! Home Find Solution Log a Case

Contact Hame:
Sue Bennett

Talis Ao
Talis Assure

Talis Base

Talis Bridge

Talis Decisions

Talle Engage

Talis Gateveay

Talis Income Manager
Taliz Keystone

Talls List

Talis Message

Taliz Mokila

Taliz Prism

Taliz Source

Post Code Address File
Sybase

Examples:

Priority:
Medium Impact [

@mun-

Logout |

2.3.1 Click onto the dropdown in the Product field to view the product list and

select the product against which you wish to raise the case
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Find Solution J!ogaCase l

Logout

Contact Hame: Status:
Lrszula Pitt Mt [+
Product:

Taliz Alto [~

Description:

Examples:

Privrity:
| Medium Impact (]

Sulbmit

gmumsr

2.3.2 Depending on the product selected, you may also need to select the Version
from the dropdown list
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Logout

Find Solution ELG!]QCESE i i)

Log a' L.ase

Contact Hame: Status:

Urszula Pitt [ ]
Product:

| Talis Atto [

Version:

[Atoaz [

<]

Acquistions
Application Configuration
Autharity Corrol
Cataloguing
Circulation
Connectivity
Database Admin
Data Error
EDI
Furctionalty
Indexes
Interloans
| Operating System Admin
Cther
Performance
Reports
Scripts
Searching
| Universes >

Priority:
Medium Impact E

g IPERATELE BT
SALESFORCE.COM

2.3.2 Depending on the product selected, you may also need to select the Product
Area from the dropdown list
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Find Solution Log a Case

Logout

Contact Hame: Status:
Urszula Pitt ey V|
Product:
Taliz Alto b
Version:
Ao 4.3
Product Area:
Circulation V]
Subject:
TEST
Description:
TEST

Examples:
TEST

Major Impact
High Impact
_Meiu Ipact

Submit | Cancel

2.3.3 Complete the free text fields with the necessary information and allocate the
cases’s Priority, using the dropdown. When you are satisfied that you have added

all the necessary information, click on the K&l button.

If you find that you have made an error, you are able to change any of the required
tields, prior to submitting the case or, alternatively, you are able to cancel the case

by clicking on the EEiEE] button.
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Find Saolution

Case 00001020

Case NHumber:
aoooq 020

Contact Phone:
0370 400 s057

Contact Email:
urszula pittiEtalis.com

Subject:
UmP TEST

Priority:
Loy Impact

View Cases Logout

Date Time Opened:
S0M 052005 1615

Date Time Closed:

Status:
In Progress

Description:
UniP TEST

Produect:
Taliz Baze

Version: Product Area:
Cataloguing
Examples:
UmiP TEST

Case Closure:
To close a casze please add the phrase PORTAL CLOSURE to your case via the ADD COMMERT takb

uggested Solutions | Add Comment | Add Atachment

Solutions

Mone Found

Related Comments

Comment
31402008 1517 | Mark Summers

31402008 09:36 | Sue Bennett
Test far Sue
3142008 09:22 | Mark Summers
this iz a public ocmment without email to the customer

Related Attachments

Mane Found

2.3.4 Clicking on the Bl button will take you automatically to the

page. Here you will see the automatically assigned case number -
, the time and date that the case was opened and the

details that you have added to the case. From this page, you are able to add
comments or attachments such as screenshots or word documents.
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2.4 Adding a comment

Should you wish to provide more detail to your case, such as additional information, you

can do so by clicking on the button. This will open the Submit Comment
box

Find Solution 04 3 Case View Cases Lagout

Comment:

Submit | Cancel

2.4.1 Complete the required text in the Comment: field and press the Sk

button. If you do not wish to add the comment to the case, click on the Bl
button.
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| View Cases | Logout

Case Humber: Date Time Opened:
00001021 30/ 072008 16:40

Contact Phone: Date Time Closed:
0870 400 5057
Contact Email: Status:
urszula pittalis com heewy
Subject:
TEST
Description:
TEST
Priority:
Lowy Impact
Product:
Talis Alto
Version:
Alto 4.3
Product Area:
Clrculation

Examples:
TEST

Add Comment | Add Aftachment

Mone Found

Comment
30102008 16:47 | Urszula Pitt
TEST COMMENT

POAARLT B T
SALESFORCE.COM

2.4.2 This will take you back to the View Cases page where you will see your
comment added to the Related Comments section.

2.5 Adding an attachment

Should you wish to provide more detail to your case, such as a screenshot or some
documentation, you are able to do this by adding an attachment.
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Case Humber: Date Time Opened:
00001020 30A 02008 1618

Contact Phone: Date Time Closed:

0370 400 5057

Status:
Mew

Subject:
UMP TEST

Description:

UMP TEST
Priority:

Medium Impact
Product:

Taliz Baze

Version:

Product Area:
Cataloguing

Examiples:
UMP TEST

utlan:

Nene Fourd

None Found

2.5.1 To add an attachment, click on the EslSElEE button which will take you
to the Attach File screen.
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Find Solution | LogaCase | View Case Logout

1. Select the File
Type the path of the file or click the Brovse button to find the file,

2. Click the "Attach File” button.
Repeat steps 1 and 2 to attach multiple fies.
[ When the upload is complete the file information will appear below. )

Attach File

3. Click the Done bution 1o return to the previous page.
(. This will cancel an in-progress upload, )

et Bt
SALESFORCE.COM

2.5.2 Click on the | Brwse.. | button in the Select the File field and select the file
you wish to attach to the case. Once you have selected the appropriate file, it will
appear in the Select the File field. Click on the E&ESE8EA button to attach the file
to the case.
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Eind Solution

Logout

1. Select the File
Type the path of the file or click the Browse button to find the file,

Browse..

2, Click the "Attach File" button,
Repeat steps 1 and 2 to altach multiple files,
{ When the upload is complete the file information will appear below, )

Attach File

3. Click the Done button to return to the previous page.
{ This wvill cance! an in-progress upload. )

You have just uploaded the following file:

File Name Baby Eddie aged 6 jpg

Size B85KB
FERED BT
& SALESFORCE.COM

2.5.3 Once the file has successfully uploaded, you will receive confirmation at the

bottom of the screen. Click on the button to return to the

screen. You can then log out of the portal by clicking on the button.
This will take you to the Talis home page.

s ADplCatonNs

[ ER—— it The Library 2.0 Gang o =i
vapmtedd By Mo fiaed WA © ‘f:-'j -

Hadainiss blog

Defra 1) 000 e
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2.5.4 Once a case is logged through the portal, you will receive and automatically
generated email, detailing the case number and confirming that the case has been

term # S e [na et i ) G Mg TONLON AL
T # Ligdin

St i L SOOELAE LA TEET

Thank you for logping roor csll ith en. Cose SMMELEZD! "W TEST™ had Bees Crested =

Gea of our  suppert amalyntn will Devestigene 1ais call asd pot Bark 1o you I8 S course

Cind regaris,

Talis fupport
Talls Infermation (54
Tal Suppart sdd (§jATE 488 Tid@

2.6 Viewing an existing case
Once you have logged a case, you are able to view the case, add additional information,
view any progress made on it and, where applicable, close the case.

1.6.1 Log into the portal. This will take you to the home page, which lists the cases you
have logged.

ml Find Solution View Cases jout 8

Logged it Urszula Pitt from Talis Informstion Limed

Mone Fourd

MNumber Subject Created Date
00001021 TEST 301072008 16:40
00001020 LMP TEST 30M0/200816:18

g‘ PO BT
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1.6.2 Select the case you wish to view by clicking the hyperlinked Subject field for that

case.

in olution 0 2 View Cases Logolt

Case UuuuiuZu

Case Humber: Date Time Opened:
nnanan2n AMMEMNE 1R A
Contact Phone: Date Time Closed:

0370 400 3057

Conlacl Enail: Slalues:
urszula. pittiEtalis .com InProgress
Subject: Description:
LmiF TES™ LF TEST
Priority: Product:
Loy Impact Taliz Baze
Version: Product Area:
Cataloouing
Examples:
UnF TES™

Case Closures:

To cloze a casz please add the phraze PORTAL CLOSURE to your case via the ADD COMMERNT tab

Suggested Sautions | Add Comment § Acd Atachment

Sohtions

More Found

Related Comments

Coamment

F110°2408 1517 | Mark Summers
please workil
F1102808 03:36 | Sue Bennett
Test for Sue
FIr02e0d 02222 | Matk SuImmers
thiz iz & public ocmnent swithouwt email to the customer

Related Attachments
Maone Found

Q=

1.6.3 The View Cases page opens and from here, you will be able to add additional
comments, attachments and view updates made to the case.
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When your case is updated by Talis Support, you will automatically receive an update
email.

Extya e biresh in Uiy mriiage were remsvrd.

| Mo Sue Bennett [ne Bennet Stels. com] Sent T T1A07008 1517
ot @ Urgra Pl
te

| bt Four cait 0000L0J0 had Been updated
-

Dear Urszuls,

Your cate ¥ BEER1A28: (M TEST has been wpdated.

To view the updates on this case please click on the Tink below <https:/femea.galesforce.confseervylogin. Jep?
orgld=2a0a008MR05:TG »

gind regards,

Talls Support
Talis Information Ltd

Tel Suppert +44 [@)870 409 480 dl
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Find Solution : ] View Cases Logout

Case 00001020

Case Humber: Date Time Openedd:
o001 020 F0M052005 16:15
Contact Phone: Date Time Closed:

0370 400 S057

Contact Email: Status:
urszula pittidtalis com In Progress
Subject: Description:
UnP TEST UmMP TEST
Priority: Product:
Loy Impact Taliz Baze
Version: Product Area:
Cataloguing
Examples:
UnP TEST

Case Closure:
To close a caze please add the phrase PORTAL CLOSURE to wour caze via the ADD COMMERNT tab

Add Camment | Add Attachment

Selutions

Mone Found

Related Comments

Comimerit

IMA02008 15T | Mark Summers
pleaze workill

31102008 09:36 | Sue Bennett
Test for Sue

FAW2008 09:22 | Mark Summers
thiz iz & public ccmment without email to the customer

Related Amachments

Mane Found

2.6.4 To close a case, you will need to click on the button and add the phrase

PORTAL CLOSURE to the comments box and click on the K&l button. This will
automatically close your case and notify Talis Support accordingly

d Comment
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3. Logging a case using Email to case

You may wish to log a case in the Talis My Support Service simply by sending an email.
To do this, you can send an email to support.portal@talis.com, giving full details of your
issue, including any screenshot(s) or other supporting documentation as attachments.

This action will log the case within the Talis My Support Service, including the
attachment(s). You will receive an email in acknowledgement of your case, detailing the
case number allocated to it and a unique case thread ID.

gt ports e topor e S co] P 1900008 1250

SumgT Tkw Caoe SOUWEETY TEST 24

Fituld Pive

DBt Tael BETe 4 85T

Should you then wish to update this case, please use the reply function as this will ensure
that your update will be linked to your case. If you do not receive or lose the
acknowledging email, you can use the Talis My Support Service to update the case.

We trust that this guide is helpful and provides you with the necessary information that
you would need to use the Talis My Support Service, but if you find any errors or
information that you feel is missing, please let us know by emailing education(@talis.com.
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