Logging Support Calls into AtTask

ASA has a new help desk tool called AtTask. It allows customers to log their own support calls
as well as see the status of existing calls, both open and closed.

To access AtTask click on the following link:

https://asatire.attask-ondemand.com/attask/home.cmd,

or copy and paste the link into a browser. The program works best in Mozilla Firefox, which can
be downloaded at http://www.mozilla.org, but other browsers will work also.

The AtTask link brings up the login screen:

I&kwhere Wark Lives,™

VAN

Username

| Your emal address here

Password

Ogll'l Forgak Password?

The Username is your e-mail address. The Password is welcomel. It is a temporary password,
so you will be prompted to change it after you log in for the first time.

ASA must have your e-mail address on file for this to work. If you are unable to log in, please
call 800-241-8472 or send an e-mail to support-tire@asatire.com and provide your current e-mail
address.

Click Create New Request to log a support call.
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Select the appropriate ASA product from the list.
A"frask Requests

i My Requests Al Requests

& Select the type of request
g’ Help Desk Queues - TRIMS

custamer help desk queues

=R Help Desk Queues - TireMaster
TireMaster help desk queus

B0 Help Desk Queues - TireMax

cuskomer help desk queues

g’ Help Desk Queues - TirePro
customer help desk queues

=R Help Desk Queues - TreadX

custarner help desk queues

TreadX, TirePro and TireMax users will be prompted to choose whether to log the call for
hardware/systems or software support.

A{‘frask Requests

My Requests Al Requests
Help Besk Quetles - TreadX [chanze]

Topic

Select b
Tread® Hardware/Systems
Tready Software Queue

TireMaster customers will be taken directly to the detail screen, shown below.

‘ LTaslc requests

My Requests all Requests
Help Resk Queues - TreadX [change ]
Topic

TreadX Hardware/Systems v

Request Name
Printer dowr

Description
the invoice printer at the counter in store 1is not

warking.
Priority

Primary Cantact
Your Username wil be here

Aszigned To
| Leave Blark| |
Status

Reparted e

Docurments

& Bdd Documents

Automotive
Systems LLC
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In the Request Name field, provide a brief description of the issue (i.e. “invoice printer not
printing,” “batch out of balance,” or “unable to process end of day”).

Use the Description field for more specific information (i.e. batch date, name and location that is
out of balance or any error messages). More details make it easier for the support analyst to
address the issue and possibly already have a solution before calling.

Your username will automatically be filled into the Primary Contact field.

Do not enter anything into the Assigned To field. It will be filled in when an analyst picks up
the call.

Status should always be Reported when logging a call.

Beneath the status field, there is an option to attach a document, such as a screen shot of an error
message or an example of a report which is not printing correctly.

Status
Reparted A

Docurme
& Add Documents

Click Browse to search for the file to be uploaded. Select the file. Click Open. The name of the
file will appear in the field underneath Upload a File. Click Save to attach the document to the
call.

AtTask Home = Issue

New Document

Install icons on new laptop

New Document Custom Data

Add Document

Upload A File
Browse..

Crescription

Version (7
1

[ Is Private (7)

Page 3 of 5 — updated 10/05/11 sb



The field labeled Internal Use Only should be left as is.

Please put the name of the person to be contacted, even if it is the same as the person logging
the call, in Issue Contact Name and the appropriate phone number under Issue Contact
Phone Number.

Please also put your company name under Company Name.

FHK[Nternal Use Only#ekk
TirePro/ Tready, Systemns Queue Resolutions (optional) 7 Include in Knowledge Base (optional) 7

- Select - w O yes O no O for review

Issue Company Information

Isse Contact Marme {optional) Issue Contact Phone Mumber (optional)

Your name here Your phone number here

Custarmer Marme (optional) 7

| Comparty name here| |

When done, click Submit Request to log the call.

The My Requests tab will list all calls logged by the user currently logged in. Click All Requests
to see support calls logged by all users in the company. The view will default to open calls.
Click on Closed to see a list of closed calls. Clicking on an individual call will display the
details of that call.

When you log back in at a later time, all of your submitted requests will appear on the screen
under the My Requests tab with a status in the right hand column. To view the details, click on
the request name (Printer Down in the example below). At any point, you can click on the
AtTask logo in the upper left hand corner to refresh the data on the screen.
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LW My Requests All Requests
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Printer down i
Aug 18, 2011 Unassigned o Reported
Comment
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Once you click on the call title, it will show you the status.
open but assigned to an analyst.

In the example below, the call is still

Tas k Requests Setlings Logout Eﬁ - jel L‘_,I
Assigned To
Help Desk Gueues - Tread®
Z Printer down Renyikeliey

the invoice printer at the counter in skore 1 is nok warking,

Updates Documents (o) Request Details

This will be done by

Aug 18, 2011

3 minutes ago)

Status

= Reported
i JeffManseau requested that Kerry Keller work on this. 2 minubes ago - Comment Close Request
;’i Testl User requested that the Tech Swe Tpro/TX Team team work onthis, 2 minutes ago - Comment
Requested by
Test1 User

Submitted on
Aug 18, 2011
Last Update
Aug 18, 2011

In this summary view, the call is closed with a description of the resolution.

Tas k Requests Sektings Logaut

@- P

[+ New Request |

;—,a_l_ Open | Closed {13

My Requests Al Requests

Subrmitted On
Aug 18, 2011

Printer down
Help Desk Queuss - Tread:

Kerry Keller chanoged settings, reset printer,
2 minukes ago - Comment

Sork by: | Recently Updated -

Assigned To Skatus
kKerry Keller » Closed

Clicking on the name of the call will show the details of the call -- when it was logged, who
worked on it and what was done. The status appears on the right side of the screen.

Tas |-( Requests Settings Lingauk

@- 2

it

Assigned Ta

Help Desk Queuss - Tread:
& Printer down

the invaice printer sk the counter in store 1 is nok working.

Updates Documents (D) Request Details

Kerry Keller

This was done on

{3 minutes ago)

Status
e Closed
Kerry Keller changed the status to Closed, Reopen Request
> changed settings, reset printer,
+7 3 minutes ago - Comment
Requested by
_."g Jeff Manseau requested that Kerry Keller viork on this. 9 minutes ago - Comment, Testl User

j’i Testl User requested that the Tech Svc Tpro/TX Team team work on this, 2 minutes ago - Camment

Submitted On
Aug 18, 2011
Last Update
Aug 18, 2011
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