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* SUPPORT CENTER
INTERACT WITH

OUR SUPPORT HELP ANYTIME YOU NEED IT

TEAM SUPPORT.MOTOR.COM

The MOTOR Support Center gives you 24/7 access to product information and is

. where you can submit a case to the MOTOR Support Team.
» Submit a case to our

support team Use this guide to learn how to create a case, interact with the Support Team, and use
e Look up information the Support Center.
in our knowledge base

 Research products YOUR DASHBOARD

with our Product

DORUTIERIE e CUSTOMIZED FOR YOU

e |nteract with our support
team directly in your case
with Case Comments

The homepage of the Support Center is your dashboard. Your dashboard is
customized to you and your cases.
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YOUR CASES

From your dashboard you can quickly see:

e Cases that require your attention
e Your open cases

e Open cases for your company

YOUR ACCOUNT

Edit your account settings, including your password, by clicking your name in the top,
right corner of the screen.



—> QUICK LINKS

Your dashboard gives you easy access to create a case and to access information and tools from MOTOR.

() Have a Question? Create a Case.

-+I Click Create a Case from your dashboard to submit a

question to Support Team.
CREATE A CASE
ﬁ Documentation
Research and learn more about using our products
DOCUMENTATION with product documentation.

—x

— D_eveloper Tools |

— Give your developers a head start with our Developer

DAAS API TOOL Tools. Learn how to authenticate to and try out our web
services.
Knowledge Base
Use the Knowledge Base to look up information
about products and find answers to frequently asked
KNOWLEDGE BASE .
questions.
Site Status
View the status and up-time of all MOTOR websites.
MOTOR SITE STATUS




— USING CASES

CREATE A CASE

Submit a case into the Support Center to work with our Support Team.

~

1. Click Create a Case. Wmitw

CREATE A CASE

2. Tell us hasic information.

Your name will automatically be added to your
case. You are the main contact for your case
and will receive email notifications when your
case is submitted or when any changes are
made.

3. Add details, vehicle information,
attach files, and add notifications for
other users.

ATTACH FILES

You may attach up to six files when you
create a case. Additional files may be
attached after the case has been submitted.

CONTACTS

You may add three contacts when you create
a case. Each of these contacts will receive an
email notification when the case is created
and when comments are added. If you do
not add contacts to the case, you may CC

a new contact on any response to an email
about your case. If you have not yet used all
three contacts, the CC’d email address will be
automatically added to the case.

4. Click Submit to send us your case.
Click Submit to send your case to our support
team. Once a case has been submitted you
will not be able to change the information

in the case, however you can add to it and
interact with Support using case comments.
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Home Knowledge

Contact Name  Emily Smith
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Description

| &

Enter the vehicie description fields only if your inquiry pertains to a specific vehicle.If your
vehicie is not in the drop down list, please provide defails within the case description.

Multiple Vehicles )

vear
Make ~SelectMake~ ¥

Model —SelectModel- ¥

Engine --SelectEngine—- ¥

Code

File | Choose File | No file chosen
File | Choose File | No file chosen
File | Choose File | No file chosen

File | Choose File | No file chosen
File | Choose File | No file chosen
File | Choose File | No file chosen
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]
]
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Additional Email Notification 2
Additional Email Notification 3




— ADD COMMENTS TO YOUR CASE

Use comments to add to your case or interact with the Support Team. You may submit comments through the web
interface or by replying to an email.
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« Back to List: Cases
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Case Detail Close Case|
WHY USE COMMENTS? ADD A COMMENTS FROM THE WEB
After a case has been created, most of the 1. Toadd a comment to your case, click
information in it cannot be changed. Add Case Comments, in the menu near the top
comments to your case if you need to interact of the screen.
with the Support Team or add information to
your case. 2. Click Add Comment.
You will most likely use comments to do things 3. Use the text box to enter information
like: about your case.
e Read responses from the Support Team 4. Click Save when you are ready to submit

e Ask questions, or respond to questions

e Add more information to your case

MOTOR

your comment. The status of the case will
change to Request with a status detail of
Response when you add a comment to
your case. This notifies the Support Team
that action has been taken on your case.

Home Knowledge

Comments
¢ Case 00309013

Case Comment Edit | Save | | Cancel

Subject

Meed new AP keys

Description | have a new developer and | need a set of AP keys far her.

Comment

| Save |Cancel




— ADD COMMENTS USING EMAIL

You will receive an email notification when you create a case and when a comment is added to your case. You may
reply to any of these automated email notifications and your response will be added to your case as a comment. This
allows you to respond to questions without logging in to the web interface each time.

Reply to any of the automated emails from the Support Center and add your comments to the body of the email. Do
not alter the subject line. When you send the email, the content of the email will be added to your case as a comment.

NOTE: Each Case Comment is limited to 4,000 characters/bytes with exceeding characters truncating. Though the Case
Comment will only display the first 4,000 characters/bytes, the full email response will be visible under E-mails.

TRACK YOUR CASE

CASE STATUS

When a new case is submitted it will have a status of Request and a status detail of New. As your case is resolved by the
Support Team, the status will change to indicate the state of the case.

Status SubStatus What this means to you
Request New A new case has been created
Response You have added a comment to your case and are awaiting
a response from the Support Team
Reopened A case was closed, but has been reopened
Active Research The Support Team is looking into the case
Implementation The Support Team is implementing the resolution to your
case
Pending Additional information* | The Support Team has responded to the case, asking for
more information
Approval The Support Team is waiting for an internal approval
Estimate The Support Team is waiting for an estimate from an
internal resource
Internal Review The case is undergoing further review with the Support
Team and subject matter experts
Prioritization The case has been put into the Support Team backlog for
further evaluation
Solved To Be Delivered The case has been resolved and will be deployed with the
next scheduled data delivery
Customer Verification* | The Support Team has a resolution and has asked you to
confirm that the resolution meets your needs
Closed Resolved The case has been resolved and closed
Unresolved The case has been closed

*A case with this status will appear on your dashboard in the My Action Required tile.
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