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ADMINISTRATOR TRAINING
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What is TSANet...

TSANet is a global collaborative alliance consisting of hundreds of companies
working together to improve their shared customers’ support experiences.
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How does it work...

0+0
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TSANET FRAMEWORK

€ Yourteam is working € Yourteam uses €) Members work together
a customer issue that TSANet Connect to to resolve the issue
requires assistance directly engage and resulting in a great
from another Member collaborate customer experience
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Membership Relationship Structure

Open Groups Partner Program Groups

/Mutual Customer @ e N
STRATEGIC TECHNOLOGY CHANNEL
PARTNERS PARTNERS PARTNERS

Premium Members Basic Members 0

Basic or Premium members can create Partner

G
O Many to Many (Open Groups Basic/Premium) roups

 Groups can be Many-Many, One-Many or

O Members within the group can collaborate
One-One

with all other members

. . . 0 Host Memb tomize th i t
L Basic: Next Business Day, Premium: 24/7/365 ost Member(s) customize the requirements

O Invite existing members or new Limited

Q Mutual Customer is required
members
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Limited Member Overview

How Limited Members Join

1. Limited members join a custom relationship created and administrated by a TSANet Basic or Premium member

2. All administration and on boarding is handled by the sponsoring company

3. Limited members can be part of multiple Partner Programs

4. Limited Membership is $500 per year per relationship. Some Partner programs are host paid resulting in no cost to
the Limited Member

TSANet Connect Features for Limited Members

1. A single Standard Email process used for all relationships

2. Standard process form (Not able to add Custom Fields)

3. Can join Technology Partner groups but not Solution Support Groups
4. Not able to create Partner Programs

For more information about Membership features see https://tsanet.org/join/
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https://tsanet.org/join/
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Create Partner Collaboration Case

Find a Partner ! Depariment... ﬂ Your Fawvorites, . L' A neutral Site a”OWing a” partners a
single portal to create a collaboration
case with other Members.

Company Notes [0 TSANet News
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Ceftieg Started  Legal TEAHSLEY

- Simple user interface provides consistent method for
creating a collaboration case with other Members

1 Process includes integrated escalation management

1 API first architecture allows members to integrate their ) )
Systems | L DL e el D I ey
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Login Page — yourdomain.connect.tsanet.org

= TSANET CONNECT
Authentication Email

Enter your work email to receive an email with a login link

Enter Your work email address @yourdomain.com D Enter your emall and you
| will receive a login link

J To convert to a
Your TSANet Managers Have a login? permanent account seta
1. First Last
2. First Last | Your work email addrass ‘ password under your
. Password ‘ Forgot Password? p ro‘ﬁ I e

Getting Started Legal TSANet.org
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How to use — Select from your list of Partners

Create Partner Collaboration Case

Your Partners ... v Find a Partner / Department ... n

Select from your list of Partners To add additional Partners use the search and

make a request. TSANet staff will work with
your Business Manager on these requests

* Send Invite

* Partner Not Found
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How to Use: Create Collaboration Case...

New standard inbound process
form

Simplified to focus on creating the
collaboration

Email workflow includes SLA and
Escalation instructions

Over time all members will migrate
to this process form method. Until
then you may find Members with
static instructions for contacting

# TSANET CONNECT

Support Hours:
1724065

Internal Notes: Intarmal Notes are displayed here

Test Contact 2

2 2 EN

Products Supported:
Test - Default Template A

View More Group Documents: Document name example View More

Common Customer Contact

v I

Desplay ndormaton based on Prionty seleciod
(Example Rosponse tmd of 3pocl Instruchons )
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TSANet Collaboration Request to Cisco

TSANet Collaboration Response from Cisco ascalate

Cisco has rasponded o your reques! (NetApp Case# 555431 - Questions on

emror code xyz). Contact details and Cisco Cas -
with any special inspections for working the case

5 TSANET CONNECT

DO NOT REPLY TO THIS EMAIL. Usa the con!

Cisco Case®# and Contact details

rocess Overview

Create Partner Collaboration Case

TSANet Collaboration Request from NetApp

This is a collaboration request from MetApp on a commaon customer

issue, Please use the details below to enter this as a case and respond by
selecting the button below.  If you have questions escalate internally to John
Doe

E 3 a C" Chex Mix

:

Your Partners ...

Cisco Cased: 555450

v Find a Partner / Department ...

Contact Name: Joe Cisco

Emall poecfRcrsco. Com
Phone; 225-355-1212

Your Limited Membership

Note

Please use the WebEx Team room balow to shar @ Limited Member Training »
View the limited Member training videc

case

hilps:fsomeur. com

Limited Membership Details »

Details about your Limited Membership

3

Escalation Instructions:
Escalabon instruchions from the Member. Shoulkd
name and phone.  Mary Kay 225-555-1212 or maryiiitest com

Have questions or wanl to change these emails? Conlact TSANa]

TSANet News

TSANet
Eurcpe
Focus
Group

View All »

TSANet Connect - Member Migration Update
Webinar Recording and Slides »

If you missed the webinar, we have provided the recording and slides below. }l"
This webinar focused on how members are utilizing the new TSANet Connect
platform and presented options for migration fro...

Software AG hosts TSANet EMEA Focus Group

meeting »

TsAMet hosted a workshop on March 25-26, 2019 at the Software AG facility in
Darmstadt, Germany. This was the tenth face-to-face meeting TSANet held in
Europe about relevant topics on technical sup.

Summary. This is a lest case for this error message

Descrniption. This is the detailed description of the problem. | can include the
efror message; error 1234 at XYY Happens when we iry o save sellings.
Prionty. Pronty 2

Have questions or wanl to change these emails? Conlact TSANet

Have questions or want to change these emails? Contact TSANet




= TSANET CONNECT

Administration Tasks
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Limited Member Administrator Menu

= TSANET CONNECT

Company Users Inbound Process Partner Groups
Limited Members are not able to Configure how your users access Setup how other members contact Limited Members do not have the
create or manage Departments the Member Web. Manage user your organization. Configure ability to create or manage
access levels. notification email. Partner Groups

9 a E» Chex Mix

Reports

View user activity. Partner
requests and learn ways to
improve usage.

1 Company: Restricted for Limited Members. Defaulted to a single support department

2. Users: View users (New users auto-register on the login page)
3. Inbound Process: Setup your inbound process

4—Partrer-Groups: Restricted for Limited Members. Not able to create Partner Groups

5. Reports: View both inbound and outbound collaboration requests
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Users

 TSANET CONNECT =S P

Chex Mix Users— To modify

User Access Management @ Users

Login Method: Email Authentication Link
Search Users
Email Domain Match: gmail.com

Login Page: https://chex-mix.connect.tsanet.org Name | Email Role Created Through
Rice Krispie brittjimerson@gmail.com business_manager register
Support Name  brittimerson@outlook.com  program_manager register

1. View Access Management details: Must contact TSANet for changes

2. View Users: Limited Members must contact TSANet to create additionaladminaccounts.
Standard users supply their company email on login page to gain access

Status
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INnbound Process

= TSANET CONNECT R

© Process — To modify

Support

Hours: 247 Escalation Instructions:

brittjimerson@gmail.com
Products

all
Supported:

Support

: brittjimerson@gmail.com
Email Alias:

Support
Manager brittjimerson@outlook.com
Email:

1. Limited members have a single standard email process that is defined during the setup process.
Contact TSANet to make any changes
2. Limited Members do not have the abilityto add custom fields
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INbound Process Overview

1. Email will be sent to the support email alias. From address will be connect@tsanet.org

2. The email will contain a button for responding to the Partner. This will take you to a form to provide the
following: Your Case#, Engineer Name, email, phone and an optional note.

3. You must respond within the agreed SLA (This is noted on the email). For any issues contact the sender
directly to resolve the issue. All sender contact details are included but a phone call is recommended.

4. The Sender will receive your escalation instructions as part of the process to use as needed (For example if the
initial response is not received with in the defined SLA)

1. Your engineer works the case with the Partner Contact (Use email, phone or any special instructions noted in
the request)

2. Your engineer does NOT need to update TSANet Connect system. The engineer works the Case to closure and
uses internal tools & policies that are part of your case management process

TS A
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Reports

: TSANET CONNECT R

Reporting — View Your Usage Export Details to Exce
Collaboration Requests @
Note: All timestamps are using GMT timezone.
Search Table
Type Chex Mix Case# Partner Request Date Response Date 1
Inbound Test Company May-03-2019 10:26 pm @ Details

1. View bothinboundand outboundrequests. View Details

2. Export data to excel and merge with your ticking system data to gain end-end visibility of the
process
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