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2.4 Submitting a Service Call
Select the "New Call" icon.
When logging a call the following fields are either required or optional .

* Subject - Enter the subject of the call in the “Subject” field

» Priority - Select the priority of the call

* Problem Code - Select the problem code

e Problem (Text) — Enter additional information regarding the problem.

Once you have entered all relevant information relating to the call, press the “Submit Call”
button. All information submitted will be immediately available to the Addax Customer Support
and Development Teams.
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2.5 Adding attachments

Once the call has been submitted you will see this screen.
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To add an attachment you must first reopen the call. To reopen a call, select the call's individual

Call ID number on the left hand side.

Once the call has been reopened select the Browse button.
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After pressing the browse button you will see the standard windows file selection window

(below).
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Choose the file you want to attach and press the “Open” button.
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The file name you want to attach will now show in the Add attachment line
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Now press the Add button to load the file into Greentree after which the files will be available for
an Addax consultant to view.
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3 Submitting a Support Related Email to Addax

When submitting a Support Call via email:

* Please ensure the correct support email address (see below) is used based on the nature of
the issue. This will ensure a quicker response

Greentree Support - GTSupport@AddaxSolutions.com
IT Support — ITsupport@addaxsolutions.com
CBA Support - CBASupport@AddaxSolutions.com
DO NOT send support emails to a individual Addax consultants. If an email is sent to a
specific consultant, response times cannot be guaranteed. By using of the specified email

addresses above, your call will be monitored and agreed service levels maintained.

e If your email is in relation to a previously logged Call, please clearly insert the previous Call
in the subject line.

e Set the appropriate email priority to inform Addax support of the urgency of which you rate
the issue.
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