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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 todate 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: ~
Language: English M

Shortly after you will receive a message at the email address registered with a
request to activate your Account.
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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 @

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:
v' Lower case letters (a-2)
v' Upper case letters (A-2)
v Numbers (0-9)
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v Special characters (e.g. |@#$%"&*)
v 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:

D

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:

e (Case List
» Create a Case Option
 Release Notes

*  Knowledge Base
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@ Home

1B Knowledge
= Case List

B Createacase
B Release Notes

& Downloads

Cases

Search

Knowledge

Looking for a quick answer? Use our self-help
articles available 24/7 to help you succeed.
They're the fastest way to find answers for
common questions and issues with any
Keyloop product.

Open

Cases

Whether you need to raise a support case, get
updates on an existing one or view a list of your
cases, you will be sure to find what you need
here.

Open

Release Notes

In this section, you will find detailed
information about the latest updates,
enhancements, bug fixes, and new features
introduced in our software or product releases.

Open

Chat

Can't find the answer you're looking for? Our

E Chat Agents are happy to assist.

Open

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.

{@ Home

B Knowledge

= Case List

El Create a case

[ Release Notes

@ Downloads
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Search

Knowledge

Looking for a quick answer? Use our
self-help articles available 24/7 to help
you succeed. They're the fastest way to
find answers for common questions
and issues with any Keyloop product.

Open

Cases

Whether you need to raise a support
case, get updates on an existing one or
view a list of your cases, you will be
sure to find what you need here.

Open




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.

Keylcop' | customer Hub

@
= [ - = iy Cases = hide Closed Cases
(=1} Filter  Export
Status Case Number Priority Subject Date Created Date Updated Your Reference Contact Application
04 CASE NUMBER B API Unauthorised 12/12/2024 12/11/2024 @ A e
[@ workin Progress JES 00060573 - Keyloop full integration activation request - 12/11/2024 1211172024 REFERENCE NUMBER @ APPLICATION NAME
[@ vorkin Progres= JRY 00062628 - Keyloop RevE Full Activation Request - 11/11/2024 11/11/2024 REFERENCE NUMBER @
 Closed 0 2] Add line to header 08/11/2024 11/11/2024 <]

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.

Please note that when the Status of your Case was set to “Solution Provided " by our
Support Team it will be setto “Closed " automatically in 14 days.

Status

I + Solution Provided
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Case Progress 0 Escalate Close Case

Add Comment

Submit

Create a case

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. Please complete the fields as
explained in the screenshot below:

User information:
Case Type @® Software

Site & Environment

0 Customer =
YOUR COMPANY NAME -
Add an alternative contact .
ite
YOUR SITE OF CHOICE -
KNOWLEDGE ARTICLES RELATED CASES
Environment =
Automaster YOU CAN SELECT FROM AVAILABLE MENU OPTIONS FOLLOWING -
B chengesicename ARROWS ON THE RIGHT:
* ENVIRONMENT
Issue Site name is wanted to be changed. In what places do Lhave t.. *AREA

Area, Module & Franchise FRANCHISE
[E] Avplication Error - Unrecoverable Error -

Issue Users reporting &quot;Application Error - Unrecoverable Error.... Other

Module *
E Control Data Web

License Enquiry -
Issue Control Data Web (am-service.cu.keyloop.io) is not working...

Franchise =

a R o Jeep .

uloskirjautuminen, ASP
Issue Details >

Depending on the Area of choice, options for available Modules will be populated for
further selection.

Issue Kuinks kirjautua Automasterista oikeaoppisesti ulos, Resolutio...

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
in the next section this may be useful.
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Issue Details

Ask for advice -

Test License Activation
" .t

2 Desicript

Details of your Requast

Case Reference
() Thissestizn s mtionel 1 you would i 32 dd your 2o reference forthis csse orifthe case fs rested 1o an ssue you Pie slrsady reported plssse provide the dtalla Selon. %
Your Reference
Pravigus Case Number
Attachments
Browse &
or
Drag and drop your files here
[ PrivateCaze @

To Activate or Cancel a License you will need to provide the following details in the
Case:

e The Product name

e Site Name and number of licenses required for processing

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 .
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