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Introduction

This helpful user guide will enable you to navigate through and get the most value out
of Customer Hub. You'll also learn how to:

e Gain 24/7 support from our Knowledge section
e Keep up to date with the latest release notes
e Logand track support cases

Customer Hub is continually evolving with more features and functionality being
introduced over time. We'll keep you updated via release notes when new features
become available.

Registration

Please follow this link to register yourself in Customer Hub
https://service.keyloop.com/customer-hub-registration/
You will be prompted to complete a registration form.

(3 https:/service.keyloop.com/customer-hub-registration/
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Customer Hub Registration

First Name: ‘ ‘
Last Name: ‘ ‘
Email: ‘ ‘
Country: v
Language: English v

Shortly after you will receive a message at the email address registered with a
request to activate your Account.
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https://service.keyloop.com/customer-hub-registration/

Account Activation

An account has been created for you in order to log in and access Keyloop
applications. Please use the below email address to activate and log in to your
account.

The link will expire after 48 hours.

To activate your account, please click the button below.

Activate Account

Please press the "Activate Account” button and change your password.
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Change Your Password

Enter a new password below to change your
password.

New password (O

Re-enter new password ®

Reset password

Please press “Reset Password” and kindly note that your password must contain:
*  Atleast 10 characters
*  Atleast 3 of the following:
o Lower case letters (a-2)

o Upper case letters (A-2Z)
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o Numbers (0-9)
o Special characters (e.g. |@#$%"&*)
o No more than 2 identical characters in a row

Once you have changed your password you will see the next screen, offering you to
proceed to My Keyloop Customer Hub, your registration is completed successfully:

Password Changed!

Your password has been changed successfully.

Back to My Keyloop

Homepage

Once logged via customerhub.eu.keyloop.io (if your location is in South Africa please
use the following link customerhub.af.keyloop.io ) you’ll arrive on the homepage.
Here, you'll find quick links to key areas of interest:

o Case List
o Create a Case Option

Cases

Once you select the Cases option from the homepage, you can open a new case and
get a clear view of both open and closed cases, raised by you or members of your
team. On the same screen you’ll be able to access the Release Notes and the Knowledge
Base containing self-help articles available 24/7.
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Case lists

Here, you can search and view all support cases relevant to your business. With easy-
to-use filters, you can adapt the view to suit your needs. You can also view key
elements of information in the summary case. By clicking on either the case number
or subject you can view all details.
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= @  Search Cases B My Cases B Hide Closed Cases
=] Filter  Export
Status Case Number Priority Subject Date Created Date Updated Your Reference Contact Application
7 Queued 04 CASE NUMBER H API Unauthorised 12/11/2024 1211172024 @ APHEITOR Wae
[@ work in Progress TS n 00060573 - Keyloop full integration activation reguast 12/11/2024 12/11/2024 REFERENCE NUMBER @ APPUCATION NAME
[@ work in Progress N 1] 00062629 - Keyloop Rev8 Full Activation Request - 11/11/2024 11/11/2024 REFERENCE NUMBER [Fc]
02 3] Add line to header 08/11/2024 1171172028 @

By clicking on any of your Cases, you will be guided to the full Case Details where you
can add a comment or an attachment that will be instantly available to the relevant
Keyloop Support Analyst. This is where you can also Close a Case or select an option
to Escalate it, if required.

Case Progress 0 Escalate Close Case

Add Comment

Submit

Create a case
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To create a new support case, select the New Case button within the Case section.
Follow the on-screen wizard which will guide you and ensure all the required
information is entered when the case is raised.

In case if you own one of the former-ATG Products, you will be provided with a choice
between 2 Case Type Tabs:

e Software
e Partner
as shown below, please select the 'Software type’.

If you don "t have any former-ATG Products, you "Il be offered only the "Partner’ Type
to continue.

@ siteand Environment @ case petails © overview

User information:

@ e Case Type @® software Q Partner
5] LI @ U com

Site & Environment

KNOWLEDGE ARTICLES RELATED CASES

No resulis
You may want to try using different keywords, deselecting filters, -

or checking for spelling mistakes.

Area, Module & Franchise

Please complete the fields as explained in the screenshot below for the 'Software’
Case Type:
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o Site and Environment

o Case Details

Case Type @® Software (O Partner
Site & Environment
Customer =
Your Account Name will be Populated automatically _ -

Site *

Select your Customer Site from the drop-down menu by pressing an arrow on the right

vironment or Product *

Select the DMS or the Product of Interest

Area, Module & Franchise

Area®

Select one of the available Areas from the drop-down menu by pressing an arrow on the right

Module *

Select applicable module for this Area

[ ——=—

-
-
[ ——— g

o Overview

And continue by pressing the "Case Details’ button.

For'Partner’ Case Type continue to the following Case fields:

User information:

@ Test Partner

B  keyloop.partner.test@mailinator.com

Add an alternative contact

Related Cases
DateCreated  Status Subject

12/11/2024 API Unauthorised

Q)
| g
g

LETZEVC YO YRR @ vioricin Frogress
11/11/2024
08/11/2024
08/11/2024
08/11/2024
07/11/2024

- Keyloop full integratic

- Keyloop Revs Full Act

Add line to header

W

Live8.35 [4878]: HTTP |
EOD still running

Video preview not apgering in vhe
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Application, Customer & Contact

Partner *
NAME OF YOUR COMPANY

Application * Select your Application from the drop-down list by pressing an arrow on the Right
Cust Select your Customer from the drop-down list by pressing an arrow on the Right

Cust

Navigate to the Contact Person's name from the available drop-down list

Product, Area & Module

Product *  Select 'Partner’

Select one of the available Areas from the drop-down list

Modu

@

Select applicable Module for the Area
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Available "Area’ selection will contain the following fields to choose from:

Areat

Aftersales
CRM ‘
Other

Partner Program ‘

Vehicles

e Choose the Area of the Case
e Choose “Partner Program” in case of
o Arequest to add a new dealer site (“Site Activation”)

Depending on the Area of choice, options for available Modules will be populated for
further selection (next example, if you choose the Area “Partner Programme *):

Module

(Certiﬁwiinn - l

Certification

General |

Site Activation

Upon completion navigate to the button "Issue Details *. Issue Details will allow you
to include supporting information such as specific branch, WIP/vehicle number,
SL/PL number, navigation steps (so we can replicate), and any error message
screenshots.

This will enable faster handling and resolution of Cases with a reduced dependency
on any back-and-forth in the process.

As you create a Case, you’ll see the Related section on the left-hand side of the
screen will automatically update, based on the information provided. It intuitively
displays relevant related Cases. In the event you need to reference your earlier Case
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in the next section this may be useful.

OWMNMIMI o:-.uoumu o vervien

Issue Details

Ank for navice

Test Case

tner test-case soeraria

Case Reference

(@ T sestonis optional. o Wl 5 3 86 your owT rference for 19 case o i1 ede s et o a0 e 10U Nave aieady reported pisdse proide e detais beon x

You may want to include your earlier Case refference in these fields,

if necessary
Attachments
or
Drag and drop your files hare
O FrivateCase @

Please Note that in case of a request to add a new dealer site (“Site Activation”) add
the following attachments:

e Signed Dealer Activation Form

e Information about the Net Revenue paid or payable to Partner from the
Mutual Client

Please note, that if your Case details contain confidential or sensitive information, we
recommend selecting the following Private Case tick box in the Issue Details. This will
allow this Case to be visible only to you and Keyloop team, and will not be visible to
other Customers:

Cases selected as Private will only be visible to the
creator and Keyloop team members. We would

recommend that they should be used for private and
confidential cases

[ pPrivate case @

Click "Overview " button to continue. You will be guided to the Case Overview screen
and an option to Submit the Case. Please check the Details and if there are any
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corrections you would like to make, select the “pencil” command (marked with circle
on the screenshot below). If all details are in order, please continue by pressing
"Submit Case .

Overview

Partner: Partner Name

Aexicationis Application Name

Customer: Customer Name

Customer Contact: Customer Contact

Product: Partner

Area: Partner Program

Module: Certification

Case Category: Ask for advice
Issue Subject: Test Case

Issue Description:
Partner test-case scenario

Severity: Hardly at all, we can still work normally
Impact: A Single Person

Customer Reference:

Previous CaseNumber:

Attachments:

Private Case: false

< Issue Details Submit Case

Document End
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