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Login to the New TERAGO Customer Support Portal for the first time

1. Navigate to “TERAGOSupport.ca” customer portal link

TERAGO)))

& Username

& Password

Forgot your password?

CONNECTIVITY POWERING CHANGE

Username: User email address (same email address receiving this information).

Password: Technical contacts will receive an email to reset their passwords.

*Note : Prime technical contacts will have admin permissions to the portal.
e Group Admin User:
= have admin permissions to view all cases created under the account(s) they are admins on.
= canview and submit cases for all service locations associated with the account(s), along with
getting notifications for those tickets.
e Standard User(s):
» have limited permissions on the service locations they are associated with and can not view
and get notified for cases submitted for other service locations.
Type of access can be granted/modified by Group Admin Users to all users on the account.

(This will be illustrated in sub-sequent sections of the guide)



Login to the New TERAGO Customer Support Portal for the first time
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At the top of the page, you will see three tabs similar to the tabs in the body of the page:
1. Cases (Tickets) : All open and closed cases related to service locations under your account will be found here.
o Admins will view all cases opened by each user on the account.

o Standard users will only view cases associated with service locations they have access to.

My Open Cases My Closed Cases  All Open Cases Al Closed Cases

My Open Cases »

3items « Sorted by Case Number « Fitered by All cases Search this st e
Case Number T ~ | Status v | Pri v | Type w | €o.. v | Account Name v | Service Location Address w | Date/Time
08/02/2023

10/02/2023

. 14/02/2023

2. Accounts: All service locations that the user have access to can be viewed here.

arch this list

w | Aeee v | Phone v | Email | Billing Street v | Billine | Billie e | Billie | Billi. v

3. Contact Us: Contains useful links, FAQ for process & how to get support from the TERAGO Team.

Contact Us

the following itting a reg

Design Changes or Service Upgrades
For service upgrades your account tearm.

Access to Service Portal
IF you need support to access

Contract Renewals

For your pe
Billing
IF you have billing inquires or complaints please submit a billing ticket and a member from cur billing team will

‘address your kssue o inquiry

hange Processes

Customers should submit a ticket via the service Portal the demark
place.

Email: | Phone: | Website: www.terago.ca




Creating a Case

Users can create tickets, or submit an account inquiry. The drop down list on the case type helps you
choose the nature of your request.

TERAGm)) 4 (Cases  Accounts  Contact Us Q  Search
New Case
Contact Name * Account Name
“Type Service Location
—-None-—- v Search Accounts
 ~None-
Billing Account

Account Chang; N
Search Accounts...
Billing Inquiry

Degraded Usable

Technical Support

General Inquiry

Degraded Nonusable

_

Email: | Phone: | Website: www.terago.ca
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1. Users can use the quick link “Create a Case” at the main page as shown below.

TERAGO])) A Caes  Accounts  ContactUs Q  ses

cunlaCl Us

Email: | Phone: | Website: www.terago.ca
Copyright & 2000-2022 TERAGO Networks Inc. All Rights Reserved

A new window will open; users are encouraged to add as much information as possible in the
"Description"” box below to describe the issue or request.



Creating a Case

New Case

Contact Name

e [f a useris assigned to more than one account, please choose the account and service location for which
a case is to be opened.

o For accounts with multiple service locations, please select the site you intend to submit a case for.

» Under the “Type” section, please select the type that best describes your issue. In the case of a billing

ticket or inquiry please select “Billing Inquiry” so the case is forwarded directly to the billing team.

2. Alternatively, users can navigate to the accounts tab, select the account and click on “New case” as

shown below and follow the same steps in 1 above.

TERAGOI)) 4 Cises Accounts  ContactUs

Account
e + Follow MNew Case Mew Related Contact

o Users will get notifications when changes take place on cases they opened or have access to.
e Once a case is closed, the originator will receive a survey; kindly take some time to rate your

experience with the support you got from TERAGO Team.



Create and Modify Users

Pre-requisites

e Requires an active User account.

e Requires 'Admin user” permission.

NEW USER CREATION PROCESS

1. Navigate to the “Accounts” tab.
2. Select the account you want to add users to.

3. Click on “New Related Contact” at the top of the page.

TERAGOI)) fy Cases Accounts Contact Us Q  search Dais3 w

Account
rg + Follow New Case New Related Contact

4. A new window will pop up, please add user details and click on Next.

New Related Contact

Related Account: Phone

000-123-2468

Name
) *Email
First Name

) you@example.com
First Mame
Last Mame

Last Name

5. If your account has multiple locations, please select which service locations

this new user should have access to on the following screen and click Next.

New Related Contact

Service Locations




Create and Modify Users

6. Select the type of access you want to grant to this new user (Group Admin User or Standard

User) by clicking at the drop down list as shown below and click Next.

New Related Contact

Contact Customer Portal Access

Mo Access

7. The new user will now be visible at the “Related Contacts” Section at the bottom right-hand

side on the main account page.
8. Group Admin Users can view any user and edit their contact information and access type, by

clicking on the user from the “Related Contacts” list.

Contact
+ Follow Edit Change Custemer Portsl Access

Name Account Name ﬁ Related Accounts (2) B o

Zitemns = Sorted by Account Name = Updated a minute ago
Title Contact Status
Account Name T 5% | Acgount Reda.. v | Service Address b
Language Customer Portal Acoess. 1 Business
Standard User

2 Service
New Caze Notifications ) *

Caze Update Notheationsif)

Phane Mabile Cases (0)
000-000-0000

Ermib Priferred Contact Method

Email: | Phone: | Website: www.terago.ca
Copyvight © 2000-2022 TERAGD Networks Inc. All Rights Reserved

9. If you wish to view/edit or remove the relationship of the user with a specific service location,
click the drop down list next to the service location and select the action required.

Make sure you are selecting a specific service location.




Create and Modify Users

Contact

Name

Title

Language

New Caze Notifications )

Caze Update Notheationsif)

Phane
000-D00-0000

Email

Actount Name

Phone (1) w

Account Name:

Cantact Statux

Customer Portal Acoess

Stanclard ser

Mabile

Preferred Contact Method

+ Fallow Edit

Contact Owner

ﬂ Related Accounts (2)

Ziterns = Sorted by Account Namne = Updated a minute ago
Account Redo.. v | Sennce Address

Account Name T w

1 Business

Cases (0)

Email: | Phane: | Website: waw.terago.ca

Copyright © 2000-2022 TERAGO Netwarks Inc. All Rights Reserved

Change Customer Portal Access

View A

10. Users can update their notification preference from the main contact page as shown below.

E Contact

Title Account Name
MName
Title

Language

Phone (2) = Email

000-000-0000

Account Name

Contact Status

Customer Portal Access

Standard User

Mew Case Motificationsi)

Case Update Notifications )

Phone

000-000-0000

Email

Mobile

Preferred Contact Method
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