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1. INTRODUCTION

The Camms Online Support Portal is an online helpdesk facility for reporting issues, submitting custom
modifications, viewing FAQs, seeking clarification on business rules, viewing Camms announcements and
submitting enhancements/ suggestions. Overall the Camms Online Support portal provides you the resources and
support you need, to help you achieve your requirements as a Camms customer. The portal is accessed via the

link https://Cammsgroup.freshdesk.com/support/home and logging in with your login credentials.

Your portal will allow you to:

e Submit, view and monitor all ticket requests online directly to our helpdesk.

e Track progress on your ticket requests in real time and receive automatic updates by email.

e Timely and efficient lodgement of requests and issues; no more phone calls or hard to track emails.
e Key word search through our product user manuals.

e Access answers to frequently asked questions or seek clarification on business rules.

e Participate in forums with other Camms customers to discuss specific topics of interest.

e Review Camms Announcements, including access to release notes and information.

e Review and submit enhancement requests directly into our road map portal.

e Access to Camms 24/5 (Monday — Friday) Global Delivery Service Centre to increase our service to you.

Camms online Support Portal is the method for clients to log and check status of all help desk ticket requests (as
opposed to phone and email). This has benefits of ensuring that all items are logged in a central location and can

be quickly allocated and easily referenced.

@ Note: As part of the implementation of our software, Camms includes a handover session whereby we
introduce the customer project/BAU team to our Camms support team. This handover session will cover the
Camms portal and the process of logging incidents and requests, including the SLA process. The customer will also

have a dedicated account manager to escalate if required.
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2. GETTING STARTED — ACTIVATION AND LOGIN

Step 1: Receiving your activation email.

Once you have received your activation email from our support team, you can click on the link and setup your

password to login to the portal.

Activation Email:

CAMMS Group Help Desk portal user activation &5 &
support@cammsgroup.freshdesk.com Wed, 10 Apr, 13:28 (22 hours ago) ¥

tome -

Hi Sal Holden,

A new CAMMS help desk portal account has been created for you.

Click the url below to activate your account and select a password!

https://cammsgroup.freshdesk com{registerr’zyariahQXXTTslS?frgﬁ_ Set up your password and login

If the above URL does not work try copying and pasting it into your browser. If you continue to have problems, please feel free to contact us
Regards,

CAMMS

@ Note: Activation emails (and all of our helpdesk emails) will come from the email address

‘Support@Cammsgroup.com’. You may need to whitelist this email address if you are not receiving any email.

If you have not received an activation email or you are new, you can request this by simply going to our Portal

website and click on ‘Sign Up’.

@ Suppert : CAMMS Group

1p freshdesk.com/support/home Sm— ~ @ & Search. jel

PRODUCT FEEDBACK PORTAL LOGIN SIGN UP

Then enter in your details and click ‘Register’.
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Sign up for your CAMMS Group account

Full name * Sal Holdinghausen

Email * Sally.Holdinghausen@gmail.com

™
\/ I'm not a robot

reCAPTCHA
Privacy - Terms

The Cammes Support team will receive the request and will send through your activation email.

@ Note: if you receive this error below to suggest that your email has already been taken, what this means is
that you are in our system but we just need to re-send your activation email. Please call Camms on +61 8 8212

5787 or email Support@Cammsgroup.com to get this sent to you:

Email has already been taken

Password Policies: Camms have the below password policies for security purposes:

< Minimum of 8 characters
< Cannot contain username
%+ Password expires in 90 days

«» Cannot be the same as the last 3 passwords

Step 2: Logging onto the online support portal

Navigate to the Online Support Portal website - https://Cammsgroup.freshdesk.com/support/home

Login to the online support portal by adding in your email address and password that you have set.

@ Note: logins to the portal should be with your main system administrators only. General users are expected to
go to the system administrators if they wish to log any requests. This is so that the requests can be managed

accordingly by your administrators.
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HOME PRODUCT FEEDBACK PORTAL LOGIN SIGN UP

Login to the support portal

Enter the details below

sally.holdingh. gmail.com g,

C—

Remember me on this computer

Forgot your password?

ES

@ Note: Click ‘Remember me on this computer’ for you to bookmark the link and login directly everytime you

click on the booked marked link in your favourites to avoid having to enter your password everytime.

l

Remember me on this computer i mm—

Forgot your password?

If you have forgotten your password, click on ‘forgot your password?’ and an email will be sent to you to reset

this.

Remember me on this computer

Forgot your password? ffjeecece—

Password reset email:
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Wed 27/03/2019 3:58 PM
Freshdesk Support <support@freshdesk.com:>

Password Reset Instructions from Support
To M Sally Holdinghausen
@ Click here to dc

load pictures. To help protect your privacy, Outlock prevented automatic download of some pictures in this message.

Hello Sally Holdinghausen,

We received a password reset request from Freshdesk Support. In case you did not make this request, please ignore this email.

To reset your password click on the Reset link below.

Reset Password

https:/isupport.freshdesk.com/password_resets/Q4idimn6h1pvHJPvRIms/edit

Step 3: Once you are logged in, it will show all menu items as below:

PRODUCT FEEDBACK PORTAL

=, / Product Feedback Portal

!§ 4 We’re here to help
= 53
-~ TN

Logging Ticket/My tickets I | Er— }

Help Guides & FAQs Insights/Reporting

Frequently Asked

User Guides Report Library Insights Data Model

Questions

Getting started with the portal Rozessiiise

Getting Started with CAMMS Online Support Portal Release Notes

@ Tip: Once you are logged in, Bookmark this link to your favourites within your browser so you can easily
access the portal from your PC. The link should save your email and password if you have set the ‘remember me’

when you have logged in. This helps so you donthave to enter in your password everytime.
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3. MENUS AND NAVIGATION

The menu bar at the top of the screen will take you into different sections of the online support portal.

FORUMS PRODUCT FEEDBACK PORTAL AGENT PORTAL EDIT PROFILE SIGN OUT
3 4 5 6
1.HOME This is your home page where you will be taken to your default landing page when
logged in.
2.FORUMS This is where you can access the Camms Community Forums, to collaborate with

other customers (and Camms) on interested topics.

3.PRODUCT This is the link to our Camms Roadmap portal. Here is where you can log new
EEAELS enhancements or review current ones that you have already logged through us.
PORTAL

4. AGENT This is used for Camms use only.

PORTAL

5.EDIT PROFILE | You can edit your personal and contact details which will feed back into Camms
helpdesk system. This includes name, position, email, phone and also changing your

password.

6.SIGN OUT If you would like to sign out of the portal on the PC you are using. If you don’t sign
out and click back through the link, the system will remember your email and
password and log you straight in. Therefore, a sign out can be used if you are using a

public computer and don’t want to save the login with this link.

Other key menu buttons as you scroll down are as below:

We’re here to help

Submit A Ticket ’ My Tickets ‘ ‘ Product Feedback Portal ‘

— e L=

Ereauently Asked UserGuides Report Library Insights Data Model
Questions Click here fo sst0 o 2 a
Pr
ck here for some frequen

Getting Si
New to CAMMS Help Desk portal? ple s chive elease
to get rted and guide you through our process enhancements on quarterly feat

9 10

Release Notes

tes detailing pro

Recent articles {4

[®) CAMMS Customer Feedback Portal Guide  Please refer to the attachment to download the file
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1.SEARCH BAR

This is where you can search our knowledgebase (User Manuals or FAQs) as well as

searching for key words in your tickets.

2.SUBMIT A This is where you log a new ticket/request into our Help Desk.

TICKET .y
@ What is a ticket? All help desk queries (whether being an issue/ question/
infrastructure help / Service Requests/ or custom modification) are named as
Tickets.

3.MY TICKETS This is where you review all of your tickets that you have logged to review updates
as well as add in updates.
~@ Note: As default you will only be able to view your logged tickets. However
Camms can change your setting to view ALL tickets against your company (logged by
any administrator within your company). Please contact Camms Support on +61
8212 5787 or email support@Cammsgroup.com if you would like us to activate this
in your portal.

4.PRODUCT This is the link to our Camms Roadmap portal. Here is where you can log new

FEEDBACK enhancements or review current ones that you have already logged through us.

PORTAL

5.FREQUENTLY
ASKED
QUESTIONS
(FAQs)

Click here to search for answers to frequently asked questions. The FAQs will be

grouped by product.

6.USER GUIDES

Click here to scroll through our product user manuals. This is an area that Camms
will be updating and refreshing on an ongoing manner to ensure we capture all
products and enhancements to the systems following releases. Each user guide will
have what we call ‘articles’ which contain the information within the specific

sections of the product.

@ Note: if you do find anything missing or confusing please contact Camms so we

can check it and update it.

7. REPORT
LIBRARY

Camms have a variety of custom reports that are able to be developed and or
deployed for your organistion to use upon request. By product, this section will

show a mockup of the report and include the time it will take to activate this in your
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environment which can be taken from your Camms College Virtual reporting hours
or at an additional fee if you don’t have Camms College. Please contact the

Reporting Hub team for any questions - ReportingHub@Cammsgroup.com.

8. INSIGHTS For those customer who have our Camms Insights Reporting tool, you may access
DATA MODEL the dataset details here.
9. GETTING Here you will find all of the information you need to get started with Camms Portal.

STARTED WITH This includes access to this document, a video walk through and quick cards to
Camms SUPPORT | circulate to any new administrators that you need to train up in Camms Help Desk

PORTAL process.

AN
@ Tip: use these resources as part of your induction process for all new Camms

Administrators

10. RELEASE All Camms release notes will be documented and access from this section, grouped
NOTES by the month it was released.

11.RECENT This section will show case any recent updates to the user manual articles.
ARTICLES

If you scroll further down the page, the remaining buttons are:

COMMUNITY SUBMIT A REQUEST

Didn't find what you were looking for?

(3

OOO®

© 2020 CAMMS. All Rights Reserved.
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1.COMMUNITY | This is a direct link to our Community Forums page, where you can browse topics or

post new topics.

2.SUBMIT A This is another direct link to submitting a new ticket.

REQUEST

3.NEW POST This is a direct link to create a new forum topic for discussion, within our community
forums.

4. SUBMITTING A TICKET

Step 1: Click on ‘Submit a Ticket’ from the portal.

We’re here to help

Submit A Ticket ‘ My Tickets ‘ ‘ Product Feedback Portal ‘

@ Note: You may also have a ticket logged simply by emailing ‘support@Cammsgroup.com’ however in order to
assign your priority and SLA ticket details, Camms recommends using the portal to be able to apply these details.
If you want to send an email initially and then login to the portal to update these details you may also do this.

Camms will update the Priority and details of the ticket with the information that we receive via the email.

Step 2: Fill out all required fields:

REQUIRED INFORMATION

Customer If you are a live customer you will select ‘live’.

Type
If you are a customer still going through implementation, you will select ‘UAT’.

Ticket Type + | Nature of the Ticket
Related

Type Category Details
Categories

Question N/A Query regarding functionality, clarification on business
rules — responses will come from the Customer Care

fund.

Issue Fault in the system or report, for example Software

errors/system not working the way it should/unusual
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things happening in the database/report not

running/report displaying incorrect data

To categorise the issue further, please select
Issue Category

appropriate area where the fault is located (i.e

[Shown when Issue Application, report, Other)

type is selected]

Modification This is a proposed custom change to a report or the
integration package. These requests will have an
estimated price prepared for them and go through the

change request process.

Note: Application changes are to be added to Camms
Product Feedback Portal for review by the product Bas

to access as part of the road map.

Estimation Development will come from the Customer

care fund.

Customisation To categorise the modification request further, please

Category select appropriate area where the modification

[Shown when request is located (i.e. integration, report, Other)

Modification type is

selected]

Service All other requests such as:

Request .
- Issues with network/ servers / databases

Assistance may link with a support fee or come from

the Customer Care fund.

- Product Upgrades / Live Migrations /
Product Installations & Configurations /
Label Replacements

Assistance may link with a support fee or come from
the Customer Care fund.

- Request for assistance with data entry — a
guote may be prepared or else work
undertaken will come from your

Customer Care fund.

Service Request To categorise the Service Request further i.e Label

Category replacement, Infrastructure Related, Activation, etc
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Y

What is the _‘@:
Note: Customers in implementation (UAT Customer Type) — SLAs do not apply.

impact to
your Both of these fields determine the SLA (Service Level Agreement) priority.
Organisation?

@ Note: For more information on SLAs please refer to this section of the guide.
What is the Please refer to our Impact / Urgency matrix to help determine your priority.
level of
urgency for

this ticket? Urgency

Customers are Partial loss of )
R ) Question related to
unable to work and|  functionality. Customers are
. . R product or feature,
no work around is | Work around may | inconvenienced
) ) ) customer needs a
o available. be available. but can still )
Description R . response but it
Immediate Clients can accept perform tasks. .
X . doesn't impact
restoration of minor delay but | Work around may N L
L . i their ability to
service is expected expects quick be available. work
by customers. resolution
Description Medium Low
Core systems / services 2 3
unavailable
Core systems / services 1 2 3 3
partially impacted.

A limited group of staff are

impacted. Medium 2 3 3 4

A feature/service impacted.

Affects a specific group or
individual staff.

A minor feature/service Low 3 3 q 4

displaying unexpected

results.

Please refer to the below priority descriptions (which is determined by the Impact and Urgency as

per above matrix):

Priority Selection Description

Work cannot reasonably continue on your live/ production site. The
operation is mission critical to the business and the situation is an

emergency. e.g. cannot enter site/ loss of data

Use of software possible, however certain areas are not working e.g.

report not running

Priority 3 Inconvenience

Medium (3.Minor Loss | A work around is available

of Service)
Urgent advice required
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Minor error, incorrect behaviour, documentation error, request for
advice/ guidance that doesn’t materially impede the operation of a

system. E.g. issue with label replacements
Formatting of reports/ screens
Or

Not Applicable. E.g. for Paid Requests, enhancements, deployment

requests, data entry, etc.

Software Select the software product which is relevant for the Case (e.g. Camms Strategy, Camms Risk).

Product . -
Note if you have SYCLE, select SYCLE and then the specific module.

Description Brief description on the Ticket

NOTE: Each issue/modification/request/etc. must be logged separately as an individual ticket.

One request/issue per ticket.
If you can describe the request in specific details that will help us find the root cause quicker.

For example,

XPes Bug

Please Provide more details on your specific request. Use the tools in the HTML field to describe this in as
describe the such detail as possible to avoid Camms having to come back to you for further information. This is

ticket so our support team and easily replicate the problem.

You can also copy and paste images to the text field or attach files.

@ NOTE: All details relevant to the Ticket must be added into this section.

Example of details: Issue - where the issue lies? /how it occurred (step by step?)/does it happen
all the time or is it a once off? / what user login was used?) Giving as much detail as possible for

the support team and developers to replicate it.

Upload a document file to help with more details. See below for some examples on when you may

use a document uploaded to a ticket.

Environment | What instance are you needing Camms to apply the fixes or changes? i.e in your Live, Test or

Training Environment/Database?

Requester This should default to your email address. This is the staff name email address that the ticket will be

logged against and that will receive all of the email correspondence in relation to this ticket.
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instead.

You may log tickets on behalf of other staff if you need. This is by adding their email address here

Save and

Submit

Click the Submit button to save the ticket.

Once a ticket is created and submitted, an automatic email will be sent to our Camms support team and the

ticket will be added into our ticketing system ready to be investigated and responded to by your Help Desk team.

You will also receive an automatic email confirming that it has been logged and is being delegated for

investigation.

Examples of documents which may be uploaded based on ticket types:

Document explaining issue

Type From client on Initial creation From Camms on resolution

Question Documents for further explanation Documents for further explanation of the
of the question answer

Issue Software error screen shots/ Associated documents explaining the

resolution/ Scripts uploaded to fix issue /
URL for download of a new version to fix

issue

Modification (requires a

fee for development)

Mock-up of changes required/
documented business rules on
changes required / Signed approvals

/ Purchase orders attached.

The final estimations for approval/ the
final specifications for approval/ Updates

to estimations and specifications

Service Request

Documents required for
infrastructure assistance/ documents
further explaining the infrastructure

assistance

Documents required for Deployment
assistance/ documents further
explaining the assistance or server

requirements or details.

Documents supporting the data

entry required

Label replacements scripts uploaded to
run on databases/ documents explaining

the infrastructure completed.

Scripts uploaded or additional
documentation to support the service

request.

Documents relating to the completion of

the data entry
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Logging of a ticket:

Submit a ticket

Customer Type [Are you
currently in
implementation (UAT)
or have you gone live

(LIVE)?] *

Ticket Type * v

What is the impact to
your organisation?

What is the level of
urgency for this ticket?

Software Product * ~

Description *

Please describe the
ticket *

+ Attach a file

Environment * v

Requester * sally.holdinghausen@cammsgroup.com

m e

Step 3: Once the ticket has been logged you will be taken to the ticket details, where you may make certain

changes to some of the fields or add more details by clicking on ‘Reply’.
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Welcome to our support | Tickets list Enteryour search term here...

Change any fields

. ; e ™
if required Ticket details
Logged since 117 days 11 hours
. ) R R R ; Customer Type [Are you currently in
#83 Incident Actions Duplicating in Quick update page implementation (UAT) or have you gone live

. . (LIVE)?] =
Milhan Hasin, reported 4 months azo
-

Ticket Type *

Subject: Incident Actions Duplicating in Quick update page The Incident Actions are duplicating on the Quick update page in
cammspublicdemo | AU Demo Cloud |ssue

\ Issue Category *
Harry Hayward
Application

What is your loss of service 7 Urgent (SLA 1),
[ Click here to reply to this ticket High (SLA 2), Medium [SLA 3), Low (SLA 4)
MNOTE: Mot Applicable for UAT Tickets

) Medium

What is your Priority?

Medium
Adding more details to the Software roduct +

ticket to send to CAMMS CAMMS ncidert

Ticket Status ewp{ oo

Environment #

Production
UPDATE
\ A

Each ticket will have a unique number which you can reference back to Camms. This is shown next to the short

title of the ticket:

Resolved or Closed ~

Sorted by Date Created ~ Tickets creted by Everyone in CAMMS

(@ Thisismy issues #175 h
R testing 160 o

( incident Actions Duplicatingin Quick update page £33 (.,
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5. MY TICKETS / TICKET REPORTING

Step 1: To view all of your tickets that have been logged (either via the portal or via emails) click on ‘My Tickets’:

We’re here to help

How can we help you today?

Submit A Ticket ‘ My Tickets ‘ ‘ Product Feedback Portal ‘

@ Note: if you would like to view all tickets logged for your company, contact Camms support and we will be
able to give you access through your portal for you. Then you may toggle between showing only your tickets and

all tickets.

Step 2: Once arrived to your ticket list, you can search and sort the list with the following items:

Search:

FORUMS PRODUCT FEEDBACK PORTAL EDIT PROFILE SIGN QUT

Enter your search term here...

Search by Status

OpenorPending - Search by

All Tickets Tickets created by Everyone in CAMMS key wo rd

Open or Pending

Resolved or Closed

Created on Thu, 28 Mar at 12:41 PM Agent: Sally Holdinghausen | LOGGED
(@ incident Actions Duplicating in Quick update page #53 Created by Milhan Hasin on Thu, 20 Dec, 2018 t 3:05 AM Agent: Jehan Sadanandan | LOGGED
Sort:
Open or Pending ~
Sorted by Date Created ~ Tickets created by Everyone in CAMMS
Date Created 1 H
Sorting options,
Last Modified .
Priority P Acendi ng or Created on Thu, 28 Mar at 12:41 PM Agent: Sally Holdinghausen | LOGGED
status Decending
Ascendin, P :
E ting in Quick update page #83 Created by Milhan Hasin on Thu, 20 Dec, 2018 at 3:05 AM Agent: Jehan Sadanandan LOGGED

Descending

Export:

To export your tickets, click on ‘export tickets’ and it will ask what fields you would like to export:
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FORUMS PRODUCT FEEDBACK PORTAL EDIT PROFILE SIGN OUT

Enter your search term here...

Export your tickets
to Excel se—

Created on Thu, 28 Mar at 12:41 PM Agent: Sally Holdinghausen = LOGGED

Created by Milhan Hasin on Thu, 20 Dec, 2018 at 3:05 AM Agent: Jehan Sadanandan  LOGGED

Export tickets
~

B goy Cul oy
Filter tickets created in
] Ticket Il Subject [] Deseription
7] Status. [ Priority [ Type
[ Requestarhame Requester Email [ Crested Time
] Last Updated Time L] Customer Type [Areyou  [] Service Raquest Category

currentlyin

implementation (UAT) ar v

e

cLoSE EXPORT

M

The details from this page will showcase the following information in relation to your ticket:

Short Description of ticket When it was created Status

¥ and by who ¥ v

@ Issue with my notifications #161 Created on Thu, 28 Mar at 12:41 PM Agent: Sally Holdinghausen ~ LOGGED

@ Incident Actions Duplicating in Quick update page #83 Created by Milhan Hasin on Thu, 20 Dec, 2018 at 3:05 AM Agent: Jehan Sadanandan  LOGGED

If you have the ability to view all tickets created by your company, it will mention this here:

Open or Pending ~
Sorted by Date Created ~ (TI(RE[S created by Everyone in CAMMS y

@ Issue with my notifications #161

Click on this and you can then narrow down the list to filter by a specific person who has logged tickets:
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Open or Pending ~
Sorted by Date Created ~ Tickets created by Everyone in CAMMS

Everyone in CAMMS

Myself
@ Issue with my notifications

Adam Collins
Alex Kerr-Grant

@ Incident Actions Duplicating et Ll

Step 3: To view the details of the ticket or to add more details, click on the short title and update the details or

add in notes/responses.

@ Note: all emails in relation to the ticket as well as notes from the helpdesk will be shown here from earliest to

latest, descending.

Welcome to oursupport | Tickets list

Full

Logged since 13 days 1 hours

#161 Issue with my notifications

o Harry Hayward, reported 19 days agn

Motifications not working,

o Harry Hayward, zsid 18 days apa

Hi - more details on the cass iz as below:
- Detail 1

- Datail 2
- Datail 2

° Sally Holdinghausen, zaid 18 days aga

Hi Harmy Hayward,
Thank you for your emnail - we will be attending to this izsue today.
i will get back to you as soon as possible.

thanks,

Sally Holdinghausen
Help Dezk Manager
CAMMS

387-301 King William Strest
Adelaide SA 5000

T: +61 882 125 188

W Wi, CamMEgroup.Com

o Harry Hayward

Enter your search term here..

list of all

coorespondance

-

Adding more

details or
responses

[

-

Ticket details

Customer Type [Are you currently in
implementation {UAT) or have you gone live

(LIVE)T] =

What iz your loss of service 7 Urgent (SLA
High [SLA 2), Medium (SL4 3), Low [SLA 4)
MOTE: Mot Applicable for AT Tickets

LIVE
Ticket Type #
Issue

I=sue Category *

Regort

Medium

Has CAMMS updated the SLAY

Yas

Reason for change in SLA

not urgant

What iz your Priority?

T |

Softwars Product =

CAMMS Strategy

Status
Logged

Environment *

Froductian
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5.1 CAMMS HELPDESK PROCESS MAP

How to follow the Status progress of a ticket and what it means?

Each ticket type has a status in the progress of the ticket, and they all have different meanings as to where it is at.

Please see below a diagram of the ticket process from lodgement to closure, and then a table of each status item

and what this means.

Client sends an email to
Support@cammsgroup.com

(0133
Creates a ticket within the Portal

Ticket is assigned to
relevant team to
complete

Ticket is completed /

Fixed Sentto QA

Sent for deployment
[May be required for
Hot Fix]

B

Deployed and Verified

v

New Ticket is
logged into Fresh

ol N

Desk and assigned
to Help Desk

Can the ticket be
resolved by the help
desk ?

Ticket is updated with
relevant notes and
resolved.

Ticket is entered/
updated with all
required details

First Response
Competed. Level 1
Support Completed by
Help Desk and
documented against the

ticket.
A

f If customer is not satisfied that it is
resolved, the case is re-investigated
by the Help Desk, Ticket is re-

opened.
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Customer Ticket Flow — High Level

Phase

. j.ﬁj Email Ticket

o : Logged ticket N Resolved

= with Camms o o
9 Email Ticket s — 4

g Confirmation

(] -l

—4
o _ : Update ticket in - " Resolhve ticket

2 S e

E E communicate communicate

=

<L

U

Ticket Status's:

Status What this means when a ticket is in this stage?
Logged / New ticket which is logged and hasn’t yet been started/investigated by the Help Desk.
Pending e An Automatic email is sent back to you to confirm ticket lodgement.
Investigation
Investigation Ticket is currently being investigated by the Help Desk team. They will be in touch shortly

with a first response.

Awaiting your reply A response has been sent to you waiting further details to proceed with the ticket.

Estimation For custom modifications, the ticket is in quote development.

Development

Quote sent to you For custom modifications, the ticket quote has been sent to you/the customer to
consider.

@ You can upload signed estimations, specifications and purchase orders to the ticket via
the online support portal by ‘attaching a file’ when replying to the ticket. This will send an

automatic email to Cammes.

Specification For custom modifications, the ticket is in specification development.

Development

Specification sent to | For custom modifications, the ticket specification has been sent to you/the customer to

you sign.

Awaiting Scheduling | The ticket is awaiting to be scheduled to be worked on by a developer.
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Scheduled

The ticket has been scheduled to be worked on by a developer.

The ticket is being
fixed

The ticket is in development by a developer.

The ticket is in QA

The ticket is finished development and is now in QA (Testing phase).

Pending hot fix

deployment

The ticket has been completed and is now awaiting the hot fix deployment to be released

within the week.

This ticket has been
deployed to Test

Environment

The ticket has been applied to your/the customers test environment for you to check (if

applicable).

e An Automatic email is sent back to you to confirm resolution in test.

This ticket has been
Resolved in

production

The ticket has been applied to your/the customers live environment for you to check and

confirm.

e An Automatic email is sent back to you to confirm resolution in live.

This ticket has been
Closed

The ticket has been closed.

Note: the ticket will auto-close if it has not been responded to after 336 hours of ticket

resolution (14 days). To re-open the case, you can simply respond to the resolution email.

e An email is sent to you to let you know that the helpdesk officer has closed
the ticket.
e An email may also be sent to you to complete a quick satisfaction survey.

You can also fill this out via the portal.

5.2 EMAIL NOTIFICATIONS
Emails are sent to you when either the ticket goes into a particular status or when the helpdesk would like to

send you a response or note to you.

Automatic status emails:

Status What this means when a ticket is in this stage?

Logged New ticket which is logged and hasn’t yet been started/investigated by the Help Desk.

L2 An Automatic email is sent back to you to confirm ticket lodgement.

This ticket has been The ticket has been applied to your/the customers test environment for you to check (if

deployed to Test applicable).

Environment . . . L.
L2 An Automatic email is sent back to you to confirm resolution in test.
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This ticket has been
Resolved in

production

The ticket has been applied to your/the customers live environment for you to check and

confirm.

£ An Automatic email is sent back to you to confirm resolution in live.

This ticket has been
Closed

The ticket has been closed.

Note: the ticket will auto-close if it has not been responded to after 336 hours (14 days) of

ticket resolution. To re-open the case, you can simply respond to the resolution email.

L2 An email is sent to you to let you know that the helpdesk officer has closed
the ticket.
L2 An email may also be sent to you to complete a quick satisfaction survey.

You can also fill this out via the portal.

Other Help Desk email correspondence:

When

What this means?

Help Desk Adds a

comment or

Whenever the helpdesk person looking after your ticket responds or adds in any

comments or notes, you will receive an email to let you know.

response to a ticket . . .
£2 An email is sent to you (the requester of the ticket).

User Activation When you have requested a logon to the portal, the helpdesk will push through the

. activation email.
email

L2 An email is sent to you — requester of the portal login

Password reset If you have forgotten your password to login to the portal, you can request a password

. reset.
email

L2 An automatic email is sent for you to reset your password.

5.3 MANAGING SLA’S (SERVICE LEVEL AGREEMENTS)

Managing SLA’s

In line with our Service Level Agreement contracts, Camms is under obligation to provide all clients with the
required support services that the client is entitled to which is covered in your licence. This is the support for the
investigation and fix of all ‘issues/defects’ which are found within Camms software, prioritised by a priority level.
The below table will detail Camms priority SLA levels and the target response and target resolution time frames

for these.
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Priority Level

Description

Target Response Time

Target Resolution Time

URGENT
1 - Complete Loss of
Service

Work cannot reasonably
continue on your live/
production site. The
operation is mission
critical to the business
and the situation is an
emergency. e.g. cannot
enter site, Data
corrupted, a critical
function is not available
or producing incorrect
result, system causing
unacceptable or
indefinite delays for
resources or response,
system crashes, and
crashes repeatedly after
restart attempts

4 working hours

1 Day

HIGH
2 - Severe Loss of
Service

The situation causes a
severe loss of service.
No acceptable work-
around is available;
however, operation can
continue in a restricted
fashion. Use of software
possible, however
certain areas are not
working e.g. report not
running

6 working hours

2 Days

MEDIUM
3 - Minor Loss of Service

The situation causes
minor loss of service.
The impact is an
inconvenience, which
may require a work-
around to restore
functionality, or urgent
advice is requested.

8 working hours

5 Days

LOW
4 - No Loss of service

The situation causes no
loss of service. The
request is considered a
minor error, incorrect
behaviour,
documentation change
or error, or request for
advice and guidance
that does not materially
impede the operation of
a system.

E.g. issue with label
replacements,

16 working hours

Future release
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formatting of reports/
screens

OR

Not Applicable. E.g. for
Paid Requests,
enhancements

The Priority SLA is determined by a service Impact and Urgency. The Impact and Urgency is to be filled out against

the ticket details in order for the system to generate the Priority SLA.

Note: If you are sending an email to support to lodge a ticket, Camms will fill out the urgency and impact based

on the details we receive. Otherwise we encourage you to login and fill this out in order for Camms to understand

the accurate priority on the issue.

Customers are
unable to work and
no work around is
o available.
Description .
Immediate

restoration of

Urgency

Partial loss of
functionality.
Work around may
be available.
Clients can accept
minor delay but

Customers are
inconvenienced
but can still
perform tasks.
Work around may

Question related to
product or feature,
customer needs a
response but it
doesn't impact
their ability to

service is expected expects quick be available. K
worl
by customers. resolution
Description Medium Low
Core systems / services
unavailable 2 3
Core systems / services
partially impacted. 1 2 3 3
A limited group of staff are
impacted. Medium 2 3 3 4
A feature/service impacted.
Affects a specific group or
individual staff.
A minor feature/service Low 3 3 i} i}
displaying unexpected
results.

@ Note: SLAs are only applicable to an issue/fault with the system. All other ticket request types should be a

Low Impact and a Medium or Low urgency.

@ Note: If you organization has a specific SLA agreement that sits outside of our standard SLAs, please ensure

that this is communicated to our support team with a copy of the signed contract to ensure our Help Desk have

this incorporated into our ticketing system (this is generally determined at the point of a Support handover from

Implementation).
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5.4 ADDING NOTES/CORRESPONDENCE TO A TICKET

There is a few ways to respond/ add notes to a ticket:

Option 1 — Responding to the email directly through your normal emails. When you receive an email in relation to

your ticket, all email correspondence will be tracked and logged against the portal ticket.

Option 2 — Directly in the portal against the ticket. Logging into the portal and adding a ‘reply’ to the ticket:

° Sally Holdinghausen, s 1 doyaozo ves
Resson for change in SLA

noturgant
Hi Harmy Hayward,
Wihat is your Priority?

Thank you for your email - we will be attending to this issue today. j
Medium

I will get back to you as soon as possible. Softwars Product =

thanks, CAHNS Stratesy j
Sally Holdinghausen

Help Desk Mansger

camts Logged

Status

Envi nt
387-301 King William Street nvironme:

Adelaids SA 5000 Praduction j
T 451852125138
Wi v cammsgroup.com

o Harry Hayward
Bpea
‘W: www.cammsgroup.com
Q- Adding links or

B 7 U [T R n images

Text formatting

nncnsiie s —— Attach files

You should also be able to copy and paste images into the text field, as well as using the text tool bar for

uploading and changing formatting text.

5.5 CLOSING A TICKET

You are able to close the ticket at any stage of the process, as well as Camms. Once a ticket is resolved and

verified that it is resolved, you may close the ticket yourself without having to contact Cammes.

In our system, the ticket will automatically close after 336 hours (14 days) of the ticket being resolved if the ticket

is not responded to.

Step 1: To close a ticket, log into your portal, go to My Tickets and click into the ticket.
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Step 2: Click on the ‘Mark ticket as closed’ button on the details page — a confirmation message will appear to
confirm.

Welcome to oursupport | Tickets list Enter your search term here.
Ticket details
Logged since 19 days 1 hours
. . R Customer Type [Are you currently in
#161 Issue with my notifications implementation (UAT) or have you gone live
(LIVE)?] =
Harry Hayward, reportes 19 deys oz -
L
Notifications not work, \ Type

your loss of service ? Urgent (SLA1),
A2), Medium [SLA3), Low (SLA4)
-Detsil 1 ot Applicable for UAT Tickets

-Detsil 2
‘
-Detail2

1MS updated the SLA?
° Sally Holding

Hi Hamy Hayward,

o Harry Haywal S

Hi - more details on t

for changein SLA
not urgant

Whatis your Priority?

Thank you for your email - we will be attending to this issue today.
Medium

<]

1 will get back to you as soon 35 possible. Software Product

Welcome to our support | Tickets list
Your ticket has been successfully closed.

Complete our quick
Satisfaction survey Satisfaction Rating

This ticket has been Closed since 1 seconds Reply

How would you rate your overall satisfaction

#83 Incident Actions Duplicating in Quick update page for the resolution provided by the Help

o Milhan Hasin, reported 4 months ago Desk?

Extremely satisfied
Subject: Incident Actions Duplicating in Quick update page The Incident Actions are duplicating on the Quick update page in O Neither satisfied nor dissatisfied
cammspublicdemo | AU Demo Cloud @  Extremely dissatisfied

This ticket has been Closed since 1 seconds Reply
Ticket details

Customer Type [Are you currently in
implementation (UAT) or have you gone live
(LVE)?] *

[

Closing a ticket means action is no longer required on this ticket. Some examples this may occur is:

the ticket has been Resolved/Completed

- the ticket was added by mistake

- the ticket is cancelled, no longer required

- the ticket (issue) has not been able to be replicated (cold case)

- the ticket is a product enhancement — ticket will be closed in the helpdesk. Please add the feature idea to

the product feedback portal.

To re-open the ticket, you can reply to the Closure email or simply create a new ticket and we can merge them at

our end.
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5.6 SATISFACTION SURVEY — FEEDBACK TO CAMMS ON TICKET
Camms welcomes feedback into how well we have supported you in relation to your ticket. At the time that the

ticket is closed, you may fill out the 1 question satisfaction survey by giving Camms as rating on how satisfied you
were with the overall resolution of the ticket. You will then be given an opportunity to send comments/feedback,

back to the helpdesk after.

You may be sent an email to complete this (if Camms closes the ticket manually in our system) which you can

complete directly from the email links, or you can do this via the portal against the ticket.

Tickets list

Complete our quick - N
T satisfaction survey Satisfaction Rating
“losed since 1 seconds Reply

.t . . . . How would you rate your overall satisfaction
‘tions Du p“Cat\ ng In QU ick u pd ate page for the resolution provided by the Help
reported 4 months ago Desk?

@  Extremely satisfied

ins Duplicating in Quick update page The Incident Actions are duplicating on the Quick update page in ©  Neither satisfied nor dissatisfied
U Demo Cloud . Extremely dissatisfied
\ S
“losed since 1 seconds Reply
Ticket details

Customer Type [Are you currently in
implementation (UAT) or have you gone live
(LIVE)?] =

1
CAMMS Group

Thank you very much for your feedback.

\ —

Camms strive to always improve the way we do things and to help better support you. Therefore we welcome

Please provide further comments in relation to your rating given

feedback in relation to how the ticket has been managed, resolved or how well the communication around this

has been.

Camms may expand the questionnaire further later.

6. USER GUIDE AND FAQS
6.1 USER GUIDES

Camms will be transferring all user manuals to our new Help Desk portal. You may use the search to search for

any section of the product user manuals.

Step 1: you may do a wildcard search across all user manuals, FAQs and tickets:
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We’re here to help

r N \\
Submit A Ticket My Tickets Product Feedback,Portal .~ \
)

Step 2: Or you can navigate through the specific user manuals by going directly to ‘User Guides’ and then clicking

into the specific product user manual:

We’re here to help

Submit A Tic ket ‘ My Tickets ‘ ‘ Product Feedback Portal ‘

Frequently Asked User Guides - Currently Report Library Insights Data Model
Questions under construction
Click here for some frequently Click here for access to our
asked queries in relation to our User Guides
solutions

Step 3: Each product folder will have articles with the details in that specific section

Ty Enter your search term here..
User Guides
Product Relationships and Integrations CAMMS Strategy User Guide
@ + Product Interdependencies and Linkages betwaen CAMMS Strategy, Project and [ # Loggingin
Risk
/ [2) 4 Administrstion - Resssign Staff Responsibilities
CAMMS Risk User Guide SYCLE User Guide

3) 4 introduction & Logging In ? S

2 4 Home Page and Navigation

CAMMS Insights User Guide

2 & Appendix B - Standard Strategy Datasets

Step 4: you can give feedback at the bottom of the article, back to the Helpdesk on if the article is helpful or not.
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lly is the authar of this soluti icle.
Sally iz the author o |ss.out|unsrtlléﬂi-.: n n ﬂ u

Did you find it helpful? 5 ves

Camms will be continuously updating and adding more articles in the system for ongoing improvement to provide
you with the appropriate support tools required. Please send any feedback to Camms Support so we can change,

fix or improve our user guides in this space.

6.2 FAQs
Why not try finding the answer to your query prior to creating a question ticket? You can do this via the FAQs.

Camms will be adding onto this list as we go, when we receive frequently asked questions.

@ Note: you can use the wildcard search and search from the top search bar.

Step 1: Click on Frequently Asked Questions from the portal.

We’re here to help

Subrr t A Ticket My Tickets ‘ Product Feedback Portal

Frequently Asked User Guides - Currently Report Library Insights Data Model
Questions under construction

Step 2: Search through the specific product or if it is just a general Camms question:
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Frequently Asked Questions

CAMMS Strategy FAQ CAMMS Risk FAQ

un 3 user st reportfrom the system? [B % Doyouhsve some Risk Emsil Te

yistheres ) 4 System Alerts> Top 0 Riskain

( CAMMS Project FAQ
ive - how did this happen? [B) # | Cannot Edit the Project Schedule as a Project admin?

[B) s Whyis Current yzar

B) 4y

CAMMS Insights FAQ

General FAQs

@+ « -

B  Doesyoursystem allow password policies”

Step 3: you can give feedback at the bottom of the article, back to the Helpdesk on if the article is helpful or not.

llyi= the author of thiz solution article.
Sally i= the authaor o |ssl4:|utu:u"nartll.l:Ei--3 n n ﬂ u

Did you find it helpful? & Yes

4

Camms will be continuously updating and adding more articles in the system for ongoing improvement to provide
you with the appropriate support tools required. Please send any feedback to Camms Support so we can change,

fix or improve our user guides in this space.

7. RELEASE NOTES

All Camms release notes will be documented in this section of the portal. These release notes will be emailed to

you as well (so long as you are on our mailing list).

We’re here to help

Submit A Ticket l Ny Tickets ’ ‘ Product Feedback Portal ‘

Frequently Asked User Guides - Current! Report Library Insights Data Model
Questions under construction
ently Click he 00
ou
Getting Started with CAMMS Release Notes Announcement Emails
d : oduct A Release Note Emails &

Online Support Portal Archive of all Re
CAMMS Desk portal? please refe

New to CAMMS Help D
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@ Note: All 2019 Release notes are available within the Announcement Email section (archive).

7

Announcement Emails

Archive of all Release Note Emails &
Attachments on monthly sprint releases.

Release Notes

January 2020 (7

B * Feature Release Note | cammsengage, January 2020.

B * Feature Release Note | CAMMS Mobile Apps, January 2020
B * Feature Release Note | cammsstrategy, January 2020.

[ * Feature Release Note | cammsrisk, January 2020.

[ * Feature Release Note | cammsincident, January 2020.

PP
(_ See all 7 articles J

March 2020 (Beta - Release) (1

[ * Feature Release Note | cammstalent, March 2020

April 2020 7
& + Feature Release Note | cammsengage, April 2020.

U U S PN

Step 1: Click on the product release note within the Month of the release.

February 2020 (5

B * Feature Release Note | cammsincident, February 2020.

B * Feature Release Note | cammsinsights, February 2020.

B * Feature Release Note | cammsproject, February 2020.
3 * Feature Release Note | cammsrisk, February 2020.

[2 % Feature Release Note | cammstrategy, February 2020.

March 2020 (s

3 * Feature Release Note | cammasstrategy, March 2020.
B * Feature Release Note | cammsrisk, March 2020.

B * Feature Release Note | cammsincident, March 2020,
B * Feature Release Note | cammsinsights, March 2020.

[ * Feature Release Note | cammsproject, March 2020.

| T
(_ See all 6 articles )

May 2020 (7
B * Feature Release Note | cammsengage, May 2020.

[ S S S RSP,
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Solution home Release Notes March 2020

Feature Release Note | cammsrisk, March 2020. =]
Created by: Buddhi T a Related Articles
)20 at 11:36 PM

=

Feature Release Note | cammsrisk, J...

’ Modified on: Sun, 22 Ma
(®, camms

Feature Release Notes

=

Feature Release Note | cammsstrate...
Feature Release Note | cammsrisk, F...

Feature Release Note | cammsrisk, A...

N ® ®

Feature Release Note | cammsproje...

=

Feature Release Note | cammsincid...

March 2020

CAMMS is pleased to announce the March feature release for cammsrisk.

Thisis set for release on 21st March 2020 and includes the following new features and enhancements to improve your user

experience within the system.

1. Update corporate risk actions from the risk action search area.

« Ability is now provided to update corporate risk actions from the risk action search area in the same way you were
able to update actions of other risk types
« Risk actions of corporate risks will have a check box in front of the records in the quick action search area and users

are able to tick one/multiple records from here and do updates by clicking on the ‘Risk Action Update’ button

Scroll down the page to view the latest month.

@ Note: Camms will be moving to Quarterly releases as of 2021.

8. REPORT LIBRARY

The report library will showcase some of our customized reports which we can develop and activate on your
environment to use at a small fee. Time taken to activate these reports will come from your Camms.College

Reporting hours (or if you don’t have Camms.College we may charge a small fee).

We’re here to help

Submit A Ticket ‘ My Tickets J Product Feedback Portal

Frequently Asked User Guides - Currently Report Library Insights Data Model

i s
uestions under construction
t Click he to our
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Step 1: Click on the report within the product to view a mock up of the report and details on how many hours

to be taken from your Camms.College hours.

Report Library

Camms.Strategy Reports

fii)

+ Annual Plan Report | 55RS

fii)

4 Corporate Plan | Insights

iy

4 Group Overview Report | SSRS

(i

+ KPI Register | Insights

(i

+ KPls by Business Unit | Insights
(" seeall 12 articles )
\ J

Camms.Risk Reports

]

+ Bow Tie Strategic Risk Report | Insights

i

+ Corporate Risk Register | Insights

iy

+ Operational Risk Detailed Report | Insights

iy

+ Operational Risk Register | Insights

(i)

+ Project Risk Register | Insights
:: See all 11 articles .:I

Camms.Incident Reports

s}

+* Incident Update Report | Insights

]

sl ionthly lncident Bengrt | SSR

Camms.Project Reports

i)

# Lessons Learned Report | Insights

(i)

* Monthly Project Status Report | SSRS

i)

* Project Dashboard Repart | S5RS

iy

* Project Dashboard Summary | Insights

iy

* Project Issues, Actions and Decisions Report | Insights
(" seeall11articles )
\ J

Camms.Audit Reports

i)

# Audit Action Report With Ageing | Insights

(]

* Detailed Audit Report | SSRS

i)

* Audit Details Report | Insights

Camms.Compliance Reports

i)

* Authority Document Register Repart | SSRS

J

s Q0lication Becister | Insicht

The report may be a Camms Insights developed report or a SSRS report.

e Insights report — Applicable for customers who have purchase the Insights product only

e SSRS report — reports accessible through the product application (like our standard suite)
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Corporate Risk Register | Insights =]
Created by: Kisholi Mendis
Modified an: Maon, 26 Oct, 2020 at 2:45 PM

Type: Design Form Report |

Description: Corporate Risks grouped by Primary Category
Orientation: A4 Landscape

Export: Designed for PDF

fycAMMS Corporate Risk Register

Business Continuity

Code  Tite Owner Con e Likehood  Treatment

schieve legal and reguiatory Joe SmithOirector,  Minoe Fossinie N
relevant Austrakan Gichal Operations

CRI  Loss of Revenue a5sociated with expantion  Madeine Jones Major Aimost NA
plans Sades Diector Centain

ting
Code  Tle e Consequence Lhelihood  Treabment
sed
CAZ  Srtegic Plan Failure Elzabeth Moderate  Unilkety WA
Mchahan

Mansger, Suppon

Costs:
* Deduction of 4 hours from your pool of Virtual Reporting Assistance hours.

Please contact CAMMS Reporting Hub (ReportingHub@cammsgroup.com) to have this report uploaded to your environment.

Attachments:

» The .pdf* file can be referred to for a sample exported output
* The .birt files are for CAMMS use within Insights

Please contact the Reporting Hub team via ReportingHub@cammsgroup.com for more details or questions.

9. INSIGHTS DATA MODEL

This area is used by Camms Insights customers. Here you can access all of Camms Dataset details that are

released and can be used.

We’re here to help

Submit A Ticket ‘ My Tickets ‘ ‘ Product Feedback Portal ‘

Frequently Asked User Guides - Currently Report Library Insights Data Model
Questions under construction

Step 1: Click on the dataset within the product that you want to view:
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Insights Data Model

cammsaudit datasets (3)

B # Audit_AuditDetails_STND
B 4 Audit_AuditFindingDetails_STND

B * Audit_AuditRecomendaticnDetails_STND

cammsincident datasets (15

B * Core cammsincident datasets and linkages
B * Incident_IncidentDetails_STND

B # Incident_Investigate_STHD

B * Incident_Actions_STND

B * Incident_Documents_STND

e e N

cammsstrategy datasets (15

B+ Planning_ActionDetails_STND
B # Planning_ActionFilters_STND
B # Planning_TaskDetails_STMD

B # Planning_KPIDetails_STND

cammsrisk datasets (31)

B = Risk_StrategicRiskinitial_STND

B * Risk_StrategicRiskRevised_STND
B = Risk_StrategicRiskFuture_STND
B = Risk_StrategicRiskReview_STND

B * Risk_OperationalRiskinitial_STND

I'd Y

cammsproject datasets (10

@ * Project_ProjectRegister_STND

B * Project_ProjectDetails_STND

B * Core cammsproject datasets and linkages
B * Project_QuickUpdate_STHD

B = Project_PreliminaryBudget_STND

I'd Y

cammscompliance datasets (15)

B Compliance_ComplianceDetails_STND
B Compliance_ComplianceAuthorityDocument_STND
B Compliance_CompliancePolicy_STND

B = Compliance_CustomHierarchyLink_STND

Here you will see where the fields are located within the application mentioned in the dataset.

Risk_StrategicRiskRevised _STND

Created by: Kisholi Mendis
Modified on: Mon, 24 Feb, 2020 at 7:20 PM

L=

This dataset enables you to generate reports based on data from the cammsrisk Strategic Risk Revised phase data.

All custom fields enabled from the Field Configuration » Strategic Risk tab via the “Visibility in Revised" tickbox are incdluded in this dataset:

camms Atlantis Inc
o Risk Sattings Risk Fields
" Initinl Settings Select Scromn Type ek
g Crlteria
sk Type ey

> R —_—
ca Cakulstions Fiokds

Categeries
|- Treatment

Y Liksliood Table
Risk Tomplutes MuRline Custom feld 0%
Legistation Haikline Cusiom feld 08

tom field 09

Label Name

Visibdty in | Vislbility in | Visibiity in
inherort | Residual | Future Varsdedony

Comsqumces
xisting Cant

Futurs Controla
Stakaholder
Darument Reference
Aukiline Custon
Akl C
Aukilne ©

Mukiling Cust

It also includes all standard fields visible from the Strategic Risk Revised page and several fived fields for additional usability - s=e below.

* RISKID: Unigue identifier for risks — not usuzlly displayed in reports

* Risk Name: Name of the risk

+ SYSTEMPERIODID: Unigue identifier for System Periods — not usually displayed in reports

Kisholi is the author of this solution article.
2 No

Did you find it helpful? %
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10. COMMUNITY FORUMS

The forums section allows you to access any of Camms support announcements as well as view and post topics of

discussion for all customers to interact in.

Step 1: To access the forums click on ‘Forums’ from the menu. You need to be logged into the portal in order to
access this.

FORUMS AGENT PORTAL EDIT PROFILE SIGN OUT

Step 2: Here you will see the sections of the forums:

Camms sales and offers: Camms will post all sale offerings that may be going at the time. These are usually also

sent via email. You may comment, follow, or vote on the posts.

Tips and Tricks: Section where customers and Camms may post any tips or tricks to do with the software. Please

post any items that other customers may find useful.

Questions: A section where you may post any questions you may have to the wider audience of our customers as

well as Cammes. This section is used to start discussions.
Introducing Camms College: A specific announcement on our Camms College product.

Getting started with Camms help Desk portal: Links to our help material.

Create a new .
Camms Forums topic Start a new topic

Community forums

CAMMS Announcements (2019 Promotions, Offers & Exclusive
Archive) invites to events, webinars

and user groups

e N ™
L See all 25 topics D,

See all 2 topics

—

Introducing cammscollege Tips and Tricks

(_ Seeall4topics ) (_ See all 1 topics )

Questions T__
Customer Forums

CAMMS Help Desk Support

Help Material in relation to the
Portal

Portal Support Materials -

L See all 4 topics
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@ Note: Camms has the discretion to remove the post and/or comment if there are any that are deemed
inappropriate.

11. UPDATE MY DETAILS/EDIT PROFILE/EDIT PASSWORD
The ‘edit profile’ area allows you to update your personal and company contact details as well as allowing you to
change your login password to the support portal.

Step 1: when you are logged into the portal, click on ‘Edit Profile’:

HOME FORUMS PRODUCT FEEDBACK PORTAL EDIT PROFILE SIGN OUT

Step 2: This page allows you to change your Name, Title, Direct Phone Number, Mobile, time zone and language.

Manage your profile

CHANGE PHOTO
AProfils imsge of the person, it abbesti the picture hea the same length end height ( Email om, il com.au )

Workphone 282125188

Mobile phone

Time zons . j
Lenzegs oo ~

Change Password

CHANGE PASSWORD

@ Note: You will be unable to edit your email address or company name. Please contact Camms support so we

can change this at our end for you.

Step 3: to update your password, scroll down and enter in your current password, followed by your new

password and confirmation. Then click ‘change password’.
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Change Password |
CHANGE PASSWORD _

Password Policies: Camms have the below password policies for security purposes:

< Minimum of 8 characters
«» Cannot contain username / email address
%+ Password expires in 90 days

%+ Cannot be the same as the last 3 passwords

12. PORTAL SIGN OUT

To log out of the Portal, click the ‘sign out’ button which will take you back to the login page. This will mean that
next time you go to your portal link, you will need to re-enter your email and password. This is used if you are not

using your personal PC.

HOME FORUMS PRODUCT FEEDBACK PORTAL EDIT PROFILE SIGN OUT

@ Note: if you are using your personal PC and you wish for the link to save your password and log you into the
portal directly from your link, then you don’t need to sign out — just close the browser as usual.

13. RELEASES AND ESCALATIONS

Release Management

All clients hosted on Camms Cloud and Private Clouds will be on the latest versions of the application software

and all releases will be provided automatically as part of the license fee at the time they are released by Camms.

If the client is hosted on a self-hosted environment all infrastructure management will be completed from the
clients end and no release patches will be provided to the client unless requested and planned with both parties

(the client will have to request for the upgrades to be provided along with support to be provided).

The Camms program updates policy mentions that if self-hosted, 2 upgrade versions may be foregone before
losing support. Version upgrades are required to be applied sequentially since as stated the system would

continue to be supported for up to 2 prior releases.

In relation to Camms upgrade process, all releases (Feature releases) are undertaken outside of office hours and
release / downtime notifications are provided by Camms prior to any work being undertaken. This is part of the

Annual license fee paid.
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We ensure that our clients are given the appropriate notification time so that no releases will have any major

impact on the business. This process is fully managed and delivered by Camms:

Weekly Maintenance Releases:

*  Fixes for ticket and incident resolution.
* Urgent SLA 1 and 2 tickets may be released outside of the hot fix.

* Notifications are completed through our Help Desk portal on the specific ticket.

Quarterly Feature Releases:

* Notifications will be sent beforehand on when these will occur and what it will include (generally 2 weeks
prior to the release).

* Release will be added to the Test Environment 2 weeks prior to the production update.

* Minor enhancements which will have minimal impact on users (generally new system settings and
enhancements that can be utilised if the customer wishes to do so).

* Release notes are sent after the release with information on the new enhancements.

*  Occurs over a planned weekend.

Minor or Major Releases:

*  Will be communicated beforehand if there are any planned in the year (at least 1 -2 months beforehand).

Support Maintenance

* Maintenance activities will be carried out only after client business hours except for any emergency
maintenance. In addition, if there are any potential threats/incidents identified, it will be updated to the
clients immediately via electronic communications tools immediately.

* If there are any planned system downtimes, these will be communicated beforehand.

Operating Services on Camms Hosted Cloud

* Camms database Maintenance is completed on up to 3 databases (Production, Test and Training).

* Camms completes a daily backup Maintenance (Monday — Friday) and has a 12 week retention period on
all backups.

* Inthe event of a business disruption, affecting one or more of Camms client's, the disaster recovery process

will be active, the data will be restored at the data centre, and it is ensured the most recent data is
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recovered. On best case scenarios client will have the most recent data from the backup if the disaster

window is close to the backup and it worst-case scenario it will be 24 hours older from the time of disaster.

Escalations

The Camms team are committed to delivering exceptional client service; if you require further information in
relation to your ticket, please contact Camms Help Desk by phoning +61 8 8212 5787. If you are not satisfied with
the level of service you receive at any stage of this process or feel the need to escalate matters, please escalate to

the Help Desk Manager, followed by your Account Manager to take necessary action to resolve the incident:

Support Escalation Diagram

If you need help,

who should | contact?

Please log a ticket
directly on our online
support portal, or email
support and a ticket
will automatically

be logged:

During

implementation
please contact your
Project Manager
directly

PORTAL https://cammsgroup.freshdesk.com/support/home

EMAIL support@cammsgroup.com
PHONE +61 8 8212 5787

If | am not satisfied with the level of
service | have received at any point of
this process, who do | contact for
escalation?

Your Customer Success If | need to escalate further,
Manager who is my contact point?
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Cammes.

The entire contents of this document are subject to copyright with all rights reserved. All copyrightable text and graphics, the selection, arrangement
and presentation of all information and the overall design of the document are the sole and exclusive property of CAMMS.
Copyright © 2021 CAMMS. All rights reserved.

For more information, please contact
Support@cammsgroup.com

T: +61 08 8212 5787
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