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Document Overview
This document is being provided to explain how to request a SedonaOnline password and how
to use SedonaOnline to submit and view Support Tickets.

Our company utilizes the SedonaOffice Service module to track all support issues reported to us
by our customers. This includes any requests for enhancements to the software. All telephone
calls and email received from our customers are logged into our support system by creating a
service ticket.

Our recommended method of requesting support for the SedonaOffice application is for the
customer to enter a support request using SedonaOnline. Once a support request has been
entered, the requestor will receive a return email with the ticket number assigned to the
request. These requests are automatically routed to the appropriate support representative to
address the question or item. SedonaOffice customers with access to SedonaOnline may login
and view support tickets and read notes entered by your company and our support staff
members.

Page 1 of 11 Rev 2: Date Last Revised: 08/12/2009



SedonaOffice Reference Document

The #1 Financial Software for Security Companies SedonaOnIine Support

Requesting a Login Name

SedonaOffice customers may request a Login Name for SedonaOnline by access the
SedonaOffice website: http://www.sedonasupport.com/. Select the log into SedonaOnline
support desk option from this page.

SedonaOffice Online

The &% Financial Software for Becurity Companies

Home: Compsany Products Suppon Panness NEWS

PR
SedonaOnline Support
Tolog into the SedonaOnline support desk,

To enler SedonaOnhine - Web Edition, Chick hare

SedonaOffice Current Releases and Addendums, Chck here

SedomalOffice | 547 East Washmgion Sireet, Chagrn Falls, OH 44002
Spes |SE- (440) 247-5602 Y | Supeort (SE- | [734)414-0760 &Y £« 7 | Emad nisfsedonantfics com
Live Asaist | Live Weeting | SedenaCniing
Copyright 2007, Perennial Softwang, inc

Next select the Request New Account option as illustrated below.

SedonaOffice S rt Desk
The 81 Francil Softwars for Secunty Companies u p p 0 e S

Lodqgin Marme:

Customer #:

Password:

[ Login |
Eaguest Mew Account Eorgot Passward?
Sedonalifice | 547 EastWashingion Street, Chagrin Falls, OH 44022
Sales (M= [(440) 247-5602 @ | Support (M- (7340 414-0760 @ Eot 1
Copyright 2007, Perennial Softaare, Inc
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The User Login Request form will be displayed. All fields on this form must be filled in. The
Customer Number is your company’s SedonaOffice customer number; this number is printed on
invoices our company has sent to your company. If you do not know your Customer Number,
email support@sedonaoffice.com to request this number.

When finished completing the form, press the Submit button. Once we receive this request, our
office administrator will verify the name and email address is on our list of contacts for your
company. If we do not recognize the name of the person requesting a login, we will telephone
our primary contact for your company to obtain approval for the person requesting a login.

The requesting User will be sent an email with the Login Name and password. Keep this
information in an accessible location.

SedonaOffice Support Desk

Customer Number:
Reguested Login:
Full nama:

Phone Number:

E-Mail Address:

[ Submit |

SedonalfMice | 54T E g agrin Falls, OH 44023
[l (734) 4140760 & -

s D= (AS0) 2475602 @ | Suppan
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Using SedonaOnline

Entering a Support Ticket

Login to SedonaOnline using the Login name and password provided to you by our office
administrator http://www.sedonasupport.com/online/.

SedonaOffice Support Desk

Login Name: carohyn
Customer #: 10049
paisml' EEERREES
[Login )
RBaquest Mew Account Eorgot Password?
Sedonaliffice | 54T East Washmgion Street, Chagrin Falls, OH 44022
Sales H5. (440) 247-5602 & | Cuvoport SEe (734) 414-0760 B Fo

Copyight 2007, Perennial Softwane, inc

A page will open displaying your company information. Select the Service Tickets link.

SedonaOffice Support Desk

Chamge Password
Customer® 10049 Customer Perénmal Software, Inc. v dF
547 East Washington 5, Service Tickats
Suite C
Chagrin Falls, OH 44022 ﬁ
Sx [734) 414-0760 &

Sedonalfice | 547 East Washington Streel, Chagrin Falls, OH 44023 /

Sales  EH. (440) 247-5602 Q &5 - [734) 404-0760 B £ 1

Copsright 2007, | Software, Inc
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If any support tickets are currently open for your company, they will be displayed on this page.

To create a new ticket, select either of the Create New Ticket links; at the upper right of the

page or the lower left of the page.

vedonauiiice Support Desk
|'| = SSW O
Customer® 10049 Customer Perennial Software, Inc. Invaices
547 East Washington St. Sarvice Tickets
Suite C
Chagran Falls, OH 44022
- (734) 414-0760 D
View Active Tickets view Cl Ti
/ Open Service Tickets
Tchet #  Site Accoynt & System Craated Proldem Status
25433 Pacmnnial Sa Tne. 10049 Sadonadffice 5.x /22009 Eratall & Upgrade Ruaclved
344 Parannial Sofjlre. Inc, 10048-Thin Fedonadffics 3. &30/ 20089 Enhancemant DCipsn
SedonsOfce | 54T East Washegion Sireel, Chagnn Falls, O 44022
sies (EEe (A0) 247-5602 @ | Socoot e (FM)AIE-8T60 @ o
o P s Collerars ba
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The new Ticket form will be displayed. The Phone Number will default to the phone number our
company has on file for the logged in User. If there is a different phone number you would like
to use, enter that number.

In the Problem field, select from the drop-down list the option that best describes your request
for support. In the comments field, you may enter up to 255 characters of information. Please
begin your comment with the version of SedonaOffice currently installed at your company; i.e.:
5.2.87.

When finished completing the form, press the Submit button located at the bottom of the form.
You will receive an email indicating the ticket number assigned to your support request.

If you have screen shots which are related to the support request, once the ticket is created,
send an email to support@sedonaoffice.com referencing the ticket number in the email subject

line and attachment your screen shot images or paste screen shots into the body of the email.

If you have questions related to an open support ticket or would like to provide more
information, do not create a new ticket for this purpose; you may enter a comment on the
existing ticket — see Entering Ticket Comments below.

SedonaOffice Support Desk

Home Changa Password Logout

Customers 10049 Customer Perenmal Software, Inc. In¥oices

E47 East Washangton St, Service Tickets

Suite C

Chagrin Falls, OH 44022

51~ [734) 414-0760 &
View Active Tickets View Closad Tickats Create Naw Tickat
Site and Systam: |Perennial Software, Inc. - 231 North Main Street

Sedonalffice 5.x (10048
Perennial Software, Inc. - 547 East Washington St
SedonaOffice 5.x [10049-Ohio)

Requested By: Carolyn Johnson :LET'
Phone Number: (951) 353-0530
E-Mail Address: carolynj@sedonaoffice.com
Problem: ACH/EFT Questions and Issues hd
Priority: Lo d
Comments:
(255 character max,)
" Submit |

Page 6 of 11 Rev 2: Date Last Revised: 08/12/2009



Reference Document

SedonaOffice

The #1 Financial Software for Security Companies SedonaOnIine Support

Entering a Comment on an Existing Support Ticket

To enter a comment on an open ticket, click on the desired ticket number.

e T S A Support Desk
Hiomes Change Password
Customer#® 10049 Customer Perennial Software, Inc. v aices
547 East Washington 5t. Sarvice Tickets
Suite C
Chagran Falls, OH 44022
. (734) 414-0760 &
Viaw Active Tickets view I Ti Create Mew Tickat
/ Open Service Tickets
Tkt ACCoynt & Syitem Created Probigm Status
e nial Software, [nc. 10043 Sadonalffica 5.x I Ar2009 Ermtall & Upgrade Ruaalved
wrannial Software. Inc, 10049-This Sedonadffice B &30/ 2009 Enhancemiet Cpen
Cregte New Ticket
SedonaOflice | 547 Easl Washingion Sireed, Chiagnn Falls, OH 44022
Zzes e A00) MT-5602 & | ocoot e (FR4)d24-0060 D o
spynaht 2 Poasansial Sollwars e
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The Ticket Details form will be displayed. At the lower right of the form, press the Add
Comment link.

SedonaOffice Support Desk

Change Password

Customers 10049 Customer Parennial Software, Inc, nwoi
547 East Washingbon St. Service Tickets
Suite C

Chagrin Falls, OH 44022
S (734) 414-0760 D

‘Wisw Achive Tickets View Closed Tickats Craate Mew Tickat
Customer Site

Perannaal Software, Inc.
547 East Washington St.
Suite C

Chagrin Falls, OH 44022

Parannial Softwara, Inc,
231 Morth Main Strest
Plymauth, MI 48170

System: 10049 Warranty: One Year Parts and Labor
Type: Sedona0ffice 5.x Expires: 8/15/2003
Panel: Service Level: Premier Level Support
Location: 5.2.88 Mesxt Inspection:

Tickat Number: 22070
Status: Open
Problam: Enhancement
Priority: High
Contact:
Phone:
Customer Comments: Physical by Product bme.
Techniclan: Enhancement Future
Scheduled For:
Created On: 1/26/2009 16:37
Created By: JannyE

Resolution:
Inwvoice:
Mo Parts Shaw_Fisld Comments add Comment
SedonaCifice | 547 Easl Washanglon Streel, Chagrin Falls, OH 44022

Sales: HEEe ([440) 2475602 D | Sup -'_5_-7- (734) 414-0780 B Co1°

Gopyright 2007, Perannial Softwars, Inc
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The New Comments form will be displayed. The User may enter up to 1,024 characters of
information into the text box. When finished, press the Submit button located at the lower left
of the form.

& Service Ticket 822070 (Field Comments) - Windows Internet Explorer E= RS ==

B | kittped s sedonasupport.comondne’se_fieldasp TOMD = ADDIA TH= 2070 -

Hew Comments:

| Submit_| _Cancal |

Done & Intemet | Protected Mode OF H10% ~
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Viewing Comments on an Existing Support Ticket

To view all previously entered ticket comments, open the desired ticket from the list of open
tickets. . At the lower left of the form, press the Show Field Comments link.

Tha #1 Financial Softwans for Sacurily Compankes

SedonaOffice Support Desk

Homs Change Password
Customers 10049 Customer Parennial Software, Inc, nwoi
547 East Washington St. Service Tickets
Suite C

Chagrin Falls, OH 44022
Sl - (734) 414-0760 D

Wiaw Active Tickats wView Closed Tickets Create Mew Tickat
Customer Site:
Perannaal Software, Inc. "
Parannial Softwara, Inc,
z;:ft Washington St. 231 North Main Street
Chagrin Falls, GOH 44022 Plymauth, MI 48170
System: 10043 Warranty: One Year Parts and Labor
Type: Sedona0ffice 5.x Expires: 8/15/2003
Panel: Service Level: Premier Level Suppork
Location: 5.2.88 Mesxt Inspection:

Tickat Number: 22070
Status: Open
Problem: Enhancemant
Priority: High
Contact:
Phone:
Customer Comments: Physical by Product bne.
Techniclan: Enhancement Future
Scheduled For:
Created On: 1/26/2009 16:37
Created By: JannyE
Resolution:

Mo Parts Show Fisld Comments Add Comment

Sedonaliice | 54T Eazl Washanglon Siresl, Chagrin Falls, OH 440232
Sales  ESe (440) 247-5602 & | Suppor SS- (F34) 414-0080 B o

Copynight 2007, Peranmial Software, Inc
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The Field Comments form will be displayed. All comments entered for the ticket will be

displayed with the date, User name, and comment.

¥ Serace Ticket #£25493 [Field Comments] - Windows Internet Exploner

|

| & httpeSwwow. sedo nasupport. cormy'onlinesy_Teeld aspTTH=23493

=

Service Ticket #25493 (Field Comments)

OEF1272009 Wab: carch
Tast commank 1

D

Done:

i@ Irternat | Protected Mode: OFf

Clogs Window

w0k -
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