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Copyright

The information and data contained in this document can be changed without prior notice. The names
and data used in the examples are fictitious unless otherwise stated. Without the express written
permission of Allocadia (an Uptempo company), no part of these documents may be reproduced or
transmitted for any purpose whatsoever, regardless of the manner or by which means, electronic or
mechanical, this is done.

© Uptempo GmbH, www.uptempo.io

All mentioned marks belong exclusively to the respective owners.
Your feedback is important to us!
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1 Introduction

The Uptempo support organization is very concerned with providing you with the best
possible assistance in resolving your questions and challenges. Therefore, we have
replaced the current contact form for creating a support request with a support
center. For optimal support during the transition to our support center, we would like
to inform you about changed features and processes in this guide.

Our support center offers you many advantages:

e You will get an overview of all created requests: your own, those you have
been copied into, and any others that have been created for your
organization.

e You can communicate with us in the request, for example, provide more
information or ask questions.

e You can check the status of the request or other information at any time.
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2 First Login: Create Password

To create a support request, you must always be logged into the system. Ideally, we have already
created the necessary user for you. However, if this is not the case, we would like to ask you to contact
our support by phone. Normally, we have already provided you with your current company e-mail

address.

For a first login please proceed as follows:

1. Call the following page: https://support.allocadia.com

< C @ o a bAd @ &L @ =

@ ALLOCADIA | yiqlp center / atocadinc - -m
An Uptempe Product

allocadia.com/hc/e

How can we help?

Using Allocadia System Administration
Questions? Learn more about Allocadia. Learn how to set up and manage Allocadia.
s

m/hc/en-us/categories/ 115000583467

Entry page new support system
2. Click Login.
The following dialog is displayed.
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Sign in to Allocadia Support

Switch to agent sign-in »

Email

Login screen
3. Click Forgot my password.
The following dialog is displayed:
€-co oa —— : % R

Please set me up with a new password

https://support.
address anc

Password reset
4. Enter your e-mail address and click Submit.

You will then receive an e-mail with an Internet link.
5. Open the link in the browser.

The following dialog is displayed:
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Change password

Wew password

Change password

Enter new password

6. Enter your password following the displayed rules. Confirm the password in
the following dialog.

You have set your password and logged in for the first time.
If you or your colleagues are having trouble logging in or have not received an access

email, please contact your CSM.

Alternatively you can also reach the https://support.allocadia.com login via the link in the product like
shown here:

®@ £ Oleksandr -

Oleksandr Grygorenko
oleksandr.grygorenko@allocadia.com

Organization Settings

Connectors

My Profile

— Contact Support

https://support.allocadia.com/he/en-us/requests/new

Logout
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3 After Login

After login the following page is displayed:

g

@ & In B =

« > C 6 08 allocadia.com,

) ALLOCADIA > )
A Uprempaproduct | HELP Center N Allocadia.com - .

How can we help?

Using Allocadia System Administration
Questions? Learn more about Allocadia. Learn how to set up and manage Allocadia.
o

View after login

In chapter 3.1Fehler! Verweisquelle konnte nicht gefunden werden., you will learn how to manage your
access data.

If you are logged in, you can use the button available on the top right to create a new request.
For more information, please refer to the chapter O and 3.3.

Chapter 3.4 explains how to comment on the requests and thus share information with us.

If you are a member of an agency or a partner that creates requests for multiple clients, please note
chapter 4.
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3.1 Manage your access data

When you are logged in, you have access to the following personal data:

My activities

Edit my profile

Change password

Signout

Change profile

In your profile you can edit the displayed name and your e-mail address and also store
a profile picture and your phone number.
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Edit my profile

Name

John Admin

Profile photo (optional)

Email

jehn.admin@brandmaker.com

Phone (optional)

+49 721977 91-00

Requests

Under > Your name > Requests you can reach all requests you have access to. Note the
chapter 3.3Fehler! Verweisquelle konnte nicht gefunden werden..
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Change password

Under > Your Name > Change Password you can change your password. Enter your
previous password and your new password. Confirm the new password.

Change password

Current password

New password

Confirm password

Password requirements
« Must be at least 6 characters.
« Must be fewer than 128 characters.
« Must be different from email address.
Must include letters in mixed case and numbers.
Must include a character that is not a letter or number.

Saving your new password will sign you out.

Cancel

If you have forgotten your password, change it using the Forgot password function in the
login dialog, see chapter 2.
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3.2 Submit Request

To submit a request, you must be logged in. After filling out all mandatory fields, the
support request can be successfully submitted to the system.

Note

For a quick and high-quality processing of your request by our support staff, we
need a detailed description of the problem. Our goal is to reproduce the error as
quickly as possible and then provide timely troubleshooting. Therefore, we
recommend that you provide us with a comprehensive and accurate reproduction

list of the individual steps and other information according to the form.

1. Click Create Request, either in the header or after logging in on the home
page.
The following page is displayed:

& ALLOCADIA | Hetp center Allocadia.com  Submita Ticket

cc

Inquiry Type*

ssue/Task/Question

Subject*

Description

A

Please enter the detalls of your request. A member of our support staff will respond as soen as possible.

About

What area of the application does your request relate to? -
v

Submit request

2. Fill in the provided fields, pay attention to the mandatory fields marked with
*

Note: For a quick and high-quality processing of your request by our support
staff, we need a detailed description of the problem. Therefore, please also edit
the optional fields if possible.

3. If needed, attach any number of documents to your request that will help
solve the problem.

4. Click Submit to complete the request.

After successful creation the following message is displayed:
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() Your request was successfully submitted.

You are directly in the created request.
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3.3 Search Request

To get an overview of all ongoing requests, click View requests. The My Activities page is displayed:

&« C @ Q 8 nhtips//supportallocadia.com/hc/en-us/requests w ® L @ =

@ ALLOCADIA | yeip center Allocadiacom EI Submit aTicket .Kazimwdirim o
An Uptempo Product

My activities

Requests Contributions Following

My requests « Requests I'mCC'don « Organization requests

STATUS:

requests Any e

D SUBJECT CREATED LAST ACTIVITY = STATUS
26061 THISIS ATEST nute e ag

My Activities
Via the tabs you can differentiate according to the following requests:

e Your own requests
e Requests where you are included in copy

e Requests from your colleagues

This overview of support tickets allows you to view all your tickets with the essential
information. It makes no difference whether you have created the tickets yourself or
another colleague from the same organization. All tickets can be viewed by all
employees of an organization. It is not possible to change this view in the system.

First select one of the tabs to get a list of the corresponding tickets. Once many
tickets have been created, you can search them by keywords on the respective tab or
filter them by status (Any, Open, Awaiting your reply, Solved).
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You open the request by clicking on the subject to get further details. Due to the clear
structuring of the page, you will see the essential information on the right side, which
has been deposited by you while entering the request. In the left area of the screen
you will first see the error description and in the following the communication that
took place.

) ALLOCADIA 2 -
e ey | Help Center Allocadia.com El Submit a Ticket .

THISISATEST

AllocadiaHelp Center + My activities

Request #26061
1submitted this request

Organization
This is a Test

Status
{ Opon)

Inquiry Type
Question

About
A Other > Other

Severity

Severity 4 - | have a concern, question, comment,
nadie idener sueston -

At this point you have the possibility to contact the support staff and comment on the
tickets, see also chapter 3.4 .

3.4 Comment Request

To comment on a request, proceed as follows:

1. Search for the query you want to comment. Please refer to chapter 3.3 .
2. Click on the subject.

The request is opened.
3. Click Contribute to the conversation.

The following dialog opens:
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Add emails
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Add file or drop files here

4. If you want to invite more people to the conversation, enter their e-mail
addresses in the CC field.

5. Enter your information in the field below. Use the formatting option to
structure and present the information in the best possible way.

6. If you want to attach a file:

e Click Add File and follow the instructions provided by your operating
system.

e Drag and drop the file onto the file drop area.
7. Click Submit.
You have commented on the request. You will receive an e-mail notification after each

communication. If you reply to this e-mail (please do not change the subject), your

reply will be automatically assigned to the ticket and will also appear in the ticket
history.
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4 Agencies

There are cases where individual users serve multiple end-user companies. This is
regularly the case with employees of agencies. In this case, we offer the possibility in
our support center to select the right company when creating a request as well as
when managing the requests.

Our support staff will assign the appropriate organization to you. If you need to make
any changes in the assignment of organizations, please contact the support center
with an appropriate message, we will be happy to do it for you.

If you are assigned to more than one organization as an agency employee, the user
interface will change in the following places:

When Creating a Ticket

< ALLOCADIA | yeip Center
in Uptompe Pracuiot

cc

Organization *

Inquiry Type *

ssue/Task/Question

Subject

Description”

In the Activity Overview

My activities

Requests Contributions Following

My requests « Requests'mCC'don « Organization requests

ORGANIZATION: STATUS:

v | Follow Any v

REQUESTER LAST ACTIVITY =

26061 THISIS ATEST [ Open |

© Allocadia Help Center
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5 Questions

If you have any questions or issues, please contact your CSM.
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