Management Software Support Request

Batesville Support is Batesville’s new portal to log and track support requests for issues/questions
with your MIS software (Cafe, Advantage, HMIS). This portal replaces both eResolve and the
MISProSupport@Batesville.com email address.

Please note:
= MISProSupport@Batesville.com will be deactivated on 06/19/23.
= MIS Support phone number - 800.297.6177, option 2.
= Standard support hours are Monday - Friday, 9:00 a.m. - 5:00 p.m.ET.

= Critical Support hours will extend to 7:00 p.m. Eastern Time Monday - Friday.
“Critical Application Support” means system error or system down type situations that prevents
“must-have” functionality with no work around in place.

= Batesville Support portal registration begins on 06/19/23.

Things to know:

= Toregister in the portal, you will need to know your account number.

« The number of users you have in the portal is at your discretion.

= Support requests entered in Batesville Support use your allotted support hours to get resolved.

» In the Batesville Support portal, you will be able to see your support hours balance.

= When other users create support requests, you will not get email notifications letting you know what
their questions are or what the resolution is. This was an option with eResolve but will not be available
in Batesville Support.

= You will be able to see all activity within the portal by reviewing the support requests and their details.

 Only registered users can submit/request a support ticket either through the portal or by phone.

IMPORTANT: Do not provide the URL for this application and your account number to people you do not want
to create support requests and use your support hours.
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Registering (Signing Up)

URL: support.batesville.com

Click on this link to navigate to Batesville Support. From here, you can either sign in if you have an existing account, or
sign up (register) for a new account.

F tesville [Sign In Sign Up]

Support Center

After navigating to the Batesville Support URL (support.batesville.com), click on the ‘Sign Up’ button to register for a User ID.

Each user must register with a unique email address. Email accounts cannot be shared.

Create an Account Enter the following information:
First Name
First Name Last Name
Enter your first name Email

Phone Number
Account Key (your account number)

Required
Last Name
Click on privacy policy (bottom left corner)

Enter your last name )
to review.

Required

Email Close this screen when done reviewing.

Click Register

Enter your email

Required

If, before completing this screen, you realize you
already have an account, click on Sign In at the
Enter your phone number bottom of the screen. Thereis also a Sl:gn In
link at the top, right corner of this screen.

Phone Number

Required

Account Key
Enter your account key

Required

By clicking register you are accepting our
privacy policy

After clicking on the Register button, you will receive a message:

©® Information X

Your request to create a user account has been submitted. Once processed by your administrator, you will receive a
confirmation email. If you do not, contact your Customer Service Representative.

Continued next page


http://support.batesville.com

Registering (Signing Up) continued

If you have already registered, you will receive a message:

© Error X
The value you entered is already in use. Specify a different value for the Email field. (SVC-5295079)

When your registration has been approved, you will receive an email with a link to activate your account. The subject of
the email will be: Your account for Batesville Support was created.

Once the email is received, click the Activate Your Account button. This will open a screen to create a password.

%atesville

Sign In Sign Up

Reset Password

New Password
New Password
Required
Re-enter New Password
Re-enter New Password
Required
. J
Privacy Policy Copyright © 2023, Batesville. All Rights Reserved. m 0

Continued next page



Registering (Signing Up) continued

Enter a password and confirm it by re-entering it. Click Change Password. Your screen will refresh to let you know the
password has been set and you can now login using that password.

Note:
1. Your User ID is the email address you used at time of registration
2. The Activate Your Account link you are sent will only be valid for 7 days. Please be sure to activate your account in a timely fashion.

Signing/Logging In

After navigating to the Batesville Support URL, click on the Sign /In button to log into the application.

ﬁatesvﬂle Sign In Sign Up

Support Center

Continued next page



Signing/Logging In continued

Enter your User ID and Password and then click Sign In to log into the application.

Support Request

Log in to your account
Sign in or create your account to access your support request and help center.

We look forward to assisting you!

Don't have an account? F

Support Center

Once logged in, you will see your Support Center, also known as the Home Page.

&atesville

Home My Profile Sign Out
Jenny Smith
Support Center BATESVILLE CONNECT TEST CUSTOMER -SV
My Support My Company Create A Support Technical Support
Requests Support Requests Request (800) 297-6177, option 2
My Open Support Requests: Current Support Hours Balance: 69
Support Request Number Support Request Title Severity Status Originator Date Created
SR # 0000033046 Need to add a new user Medium New Jenny Smith 03/08/23

This screen displays YOUR open support requests. In the upper, right-hand corner you can see the
name you are logged in as and your company name. You have options to:

= Review your Support Requests
= Review your Company Support Requests
= Create a Support Request




My Support Requests

Click on this button to see a list of your support requests.

ﬁutesville

Home My Profile Sign Out
Jenny Smith
Support Center BATESVILLE CONNECT TEST CUSTOMER -5V
My Support My Company Create A Support Technical Support
Requests Support Requests Request (800) 297-6177, option 2

The list will display all new, open and resolved (closed) support requests.

&mesville

My Support Requests

Home My Profile Sign Out

Jenny Smith
BATESVILLE CONNECT TEST CUSTOMER -SV

Support Hours Balance: 0

My Support Request Summary:

Sort by ‘ Sort By

-

[ Search by Number/Title Q

Support Request Support Request Title  Severity Status Originator Date Created
Number

SR # 0000033046 Need to add a new user Medium New Jenny Smith 03/08/23

SR # 0000033050 Contract displaying on the Medium Resolved Jenny Smith 03/08/23

aging incorrectly

Click in the Sort By box to choose a sort method in the dropdown. You can choose which column to sort by in Ascending
or Descending order.

Click in the Search by Number/Title box to search for a specific Support Request (SR) Number, or to search by the title
(or portion thereof) of an existing Support Request. Once you have typed in the SR # or the title of an existing SR, click the
magnifying glass icon to launch the search. What you type in can be the full or partial number or title. Use the X'in this box
to clear the field.

Each support request list will include the following: Severity, Status, Originator, and Date Created. Scroll through the list to
see the complete list of Support Requests.

Note: The blue Support Request Number is a link. Click on the link to open the Support Request and view the details.

Click the Support Request + button at the top right of the screen to create a new Support Request. See Create a Support
Request for more information.

Click Home to return to the home screen.



My Company Support Requests

Click on this button to see a list of support requests for your company. The list will display all new, open and resolved
(closed) support requests for all users for your company.

Click in the Sort By box to choose a sort method in the dropdown. You can choose which column to sort by in Ascending
or Descending order.

Click in the Search by Number/Title box to search for a specific Support Request (SR) Number, or to search by the title
(or portion thereof) of an existing Support Request. Once you have typed in the SR # or the title of an existing SR, click the
magnifying glass icon to launch the search. What you type in can be the full or partial number or title. Use the X'in this box
to clear the field.

Each support request list will include the following: Severity, Status, Originator, and Date Created. Scroll through the list to
see the complete list of Support Requests.

Note: The blue Support Request Number is a link. Click on the link to open the Support Request and view the details.

Click the Support Request + button at the top, right of the screen to create a new Support Request. See Create a
Support Request for more information.

Click Home to return to the home screen.



Create A Support Request

Click on the Create Support Request button to create a new Support Request to get technical support.

i Home My Profile Sign Out
%Aﬁcswlle m r gn Ou

Jenny Smith

Create Supporc Request BATESVILLE CONNECT TEST CUSTOMER -5V

Please fill out this form to submit your support request.
Our customer support agents will work to resolve your
inquiry as soon as possible.

%
Category

Customer Service Call

Customers may contact our technical support team at Module *
(800) 297-6177, option 2 for help with Batesville business

management software (MIS Pro or MIS Enterprise). User/Security -

Technical Support Title *
(800) 297-6177, option 2

Need to add a new user

Describe the Problem ™

Please add a new user, similar to mine, for Amy Rogers.

Medium v

(] Mark support request as critical

Only select if the system is down

CANCEL SUBMIT

Fill in the following information on the Create Support Request screen:

1. Module - Use the dropdown to choose the module that matches the area of the MIS application where you have a
question or issue. This is a required field.

2. Title - Type in a summary of the issue or question you have. Try to use something meaningful to you, as you will be able
to sort by and search for words in the title. This is a required field.

3. Describe the Problem - Type the description of the issue or question you have using specific examples, including
specific report names, criteria used, screen names, complete error messages, steps to recreate, etc. The more specific
you are, the more quickly we can resolve your support request. This is a required field.

4. Severity — This defaults to medium. Most support requests will stay as a medium severity. If needed, use the dropdown
to choose Low or High.

5. Mark support request as critical — This should only be used if your system is down. To turn this on, click on the white
space in the box next to the green button.

When the above is completed:

= click Cancelif you do not want to create the Support Request.
= click Submit if you want to create the Support Request

Continued next page



Create A Support Request - continued

When you click the Submit button, you will receive:

&mesville Home My Profile Sign Out
Support Center

Success!

We have received your support request and our representatives will get back to you as soon as possible.

[ My Support Requests J [+ New Support Request ]

= awarning message if you did not complete all the required fields. Please complete and click submit again.

= aSuccess message if you completed all the required fields. The message will let you know “We have received your
support request and our representatives will get back to you as soon as possible.” You have the option to create

another Support Request or navigate to My Support Requests. You can also click Home at the top of the screen to
navigate back to the Home page.

Attachments — once your support request is created, you can add attachments. Click the My Support Requests button.
This will bring you to the list of your Support Requests.

o Home My Profile Sign Out
&ateswlle e e e

My Support Requests . Jenny Smith

BATESVILLE CONNECT TEST CUSTOMER -5V

My Support Request Summary: Sortby | SortBy - J{ Search by Number/Title Q

Support Hours Balance: 71

Support Request Number Support Request Title Severity Status Originator Date Created

SR # 0000033046 Need to add a new user Medium New Jenny Smith 03/08/23

Continued next page



Create A Support Request - continued

Click on the blue link for the SR# you just created. This will open the details of the support request.

) Home My Profile Sign Out
ﬁmeswlle m y Pr gn Ou

Jenny Smith

My Support Requests S EE I N £ATESVILLE CONNECT TEST CUSTOMER -5V

Support Request Details
SR #: 0000033046 Status: New Severity: Medium Reported By: Jenny Smith

Last Updated: 03/08/23 Last Updated By: FUSION_APPS_CRM_ESS_APPID

Tite *

Need to add a new user

Problem Description

Please add a new user, similar to mine, for Amy Rogers.

Messages

No items to display.

New Message Add Attachment

Write a new message

At the bottom of the screen, click Add Attachment. Drag and drop the attachment where indicated, or click on the box to
browse and select an attachment.

New Message Add Attachment

@ Drop files to attach or browse

No items to display.

10



Update an Existing Support Request

Log into Batesville Support and click on My Support Requests or My Company Support Requests. Click on the blue link for
the Support Request Number (SR#) you want to update. The details of the support request opens. Scroll to the bottom of the
screen. The New Message tab should be selected.

o Home My Profile Sign Out
&ateswlle K o e

Jenny Smith

My Support Requests SUpparcRequese BATESVILLE CONNECT TEST CUSTOMER -SV

Support Request Details
SR #: 0000033046 Status: New Severity: Medium Reported By: Jenny Smith

Last Updated: 03/08/23 Last Updated By: FUSION_APPS_CRM_ESS_APPID

Title *

Need to add a new user

Problem Description

Please add a new user, similar to mine, for Amy Rogers.

Messages

No items to display.

New Message Add Attachment

Write a new message

Type your update into the box where it notes Write a new message. When completed:

= click Clear if you do not want to update the Support Request.
= click Submit if you want to update the Support Request.

If you submitted the message, you should see it added to the Messages section of the Support Request.

Change your Password

Log into Batesville Support.

. Home My Profile Sign Out
ﬁateswlle om y Pr gn Ou

Jenny Smith
Support Center BATESVILLE CONNECT TEST CUSTOMER -SV
My Support My Company Create A Support Technical Support
Requests Support Requests Request (800) 297-6177, option 2

Continued next page



Change your Password

Click on My Profile in the top, right corner of the screen.

g’alesvi"e Home My Profile Sign Out

Jenny Smith
My Profile BATESVILLE CONNECT TEST CUSTOMER -SV

[ > Manage Password J

Click Manage Password.

. Home My Profile Sign Out
&ateswlle e ‘

Jenny Smith
My Proﬁle BATESVILLE CONNECT TEST CUSTOMER -SV

Current Password

Enter your current password

New Password

Enter your new password

Re-enter New Password

Enter your new password again

Fill in the following information on the screen that pops up:
= Current Password
= New Password
= Re-enter New Password

Once you have the above completed, click Change Password. A confirmation message will pop up: “Password Changed.
Your password has been successfully updated.”

Forgot your Password

At the login screen, click on Forgot password?

&:ﬂesville

Support Request )
LOg 1 to your account
Sign in or create your account to access your support request and help center.

We look forward to assisting you! serlD

jenny.smith@bvconnect.com

Don't have an account? Re




Forgot your Password continued

A Forgot your Password screen pops up.

&mesville Sign In Sign Up
Forgot your Password?

Enter the email associated with your Batesville Support Account and we will send
you instructions on how to reset your password.

Email

Enter your email

Enter your email (User ID) and click Send. You will receive a confirmation message:

@ Confirmation X

We have sent a reset password link to your registered email address
Please follow the instructions in the email.

Check your email for the password reset notification/link. The subject will be: Please Reset Your Password for Your Batesville
Support Account.

Open the email, click on the Password Reset button.

Note: The link will only be valid for 24 hours. Please be sure to reset your password in that timeframe or you will need to
follow the above steps again.

| S

Hello Jenny Smith,

On Tuesday, March 14, 2023, at 11:16:44 AM CDT, you requested to reset your password. You must reset your password
on the Password Reset page.

Password Reset

Details

If the Password Reset page link doesn't work, please copy and paste the following URL into the address bar of your
browser:

https://qa-support.batesville.com/?page=shell&shell=forgot-password&token=
COECmLpLSEIGyozAMSaYFXapC4M3IGSWXEIwwY3QxGE%3D&id=8891d13e0ea546b89f9d596228be561b

Important: This link will expire on Wednesday, March 15, 2023 11:16:49 AM CDT.

Continued next page
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Forgot your Password - continued

Click on the Password Reset button in your email. You will be navigated to a screen where you will need to enter and confirm a
new password.

&mewille Sign In Sign Up

Reset Password

New Password

New Password
Required
Re-enter New Password

Re-enter New Password

Required

After entering the information, click the Change Password button. You will receive a message that your password has been
reset successfully. You can now log in with the new password.

@ Confirmation X Sign Up
atesville Your password has been reset successfully

Please login with your new password

Support Request )
Log in to your account

Sign in or create your account to access your support request and help
center. User ID

We look forward to assisting you!
jenny.smith@bvconnect.com

Password

Don't have an account? Reg

s i o
iBatesville
g ©2023 Batesville Services, LLC



