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1.0 Introduction

The Archiva Group Customer Care portal is the tool through which you can

send a request for technical or functional support to Customer Care department.

The system is accessible from any browser and device and allows applicants to
independently check the status of their reports and interact with the structures
that handle them.

It is the point of contact between Customers and Customer Care Staff, who have
the task of organising, sorting and processing each request in order to ensure

customer satisfaction.
Service requests are created through a simple and clear procedure.
This method ensures that the alert is opened correctly, that the most appropriate

priority level is assigned, that the alert is quickly directed to the relevant

department and that the status of open requests is monitored.
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2.0 Account Registration
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Data, Processes, People.

For reasons of security and confidentiality of information,

access to the Archiva Group Customer Care portal is

Welcome to
Customer Care

subject to user registration.

A new, easy and fast way to manage all your service requests. The

Registration can be requested from your internal user e

contact for the services provided by Archiva or by L [ e ]

accessing the web page:

Don't have your login details yet?

https://www.archivagroup.com/en/about/customer-care
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2.0 Account Registration

To register directly from the portal click on the button:

“Request Authorisation”.

Welcome to
Customer Care

A new, easy and fast way to manage all your service requests. The

best way to take care of you.

[ Log in to Customer Care ]

Don't have your login details yet?

Request authorisation - o

You will be asked to fill in the following form.

Fill in the required fields and click on the button

"Send".

Request the
qualification

If you want to request a home from the Archiva Help

Desk platform, leave us your details, you will be

contacted as soon as possible by one of our consultants.

Name * Company *

Last name * Email *

[ in order to receive information or feedback on the request, for the purposes described in point 3.a) |
declare that | am of age and that | have understood the terms and conditions of Dats Protection Motice.
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2.1 Registration Confirmation

1

You will receive an initial email confirming that your

request has been processed.

After a few hours, you will receive an email

Welcome to Customer Care Archiva
Group!

containing a link through which you can specify your

vou're almost there. We

just need to grab a password s0

access password.
;albéno lupo@forestanera.com

Click on the link to open the page where you can register your s

password.

Enter a password of your choice and click

“Salva e continua”.

You will be directed to the homepage of the Customer Care portal.
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2.2 Portal access

For subsequent accesses you must open the login page _ |
Log in to Customer Care Archiva Group

https://www.archivagroup.com/en/about/customer-care

alberto lupo@forestanera com
and enter your login details.

0 You can also reset your forgotten 0

password on this screen. Need an account?



https://www.archivagroup.it/customer-care-archiva

I\ archivagroup

Data, Processes, People.

3.0 Sending a Request

To send a request to Archiva Customer Care, after the login,
Customer Care Archiva Group

choose the macro category of your request:
Welcome! >end a request to Customear Care immeadiately using the avalable aptisns
Y’ Contact us about
1.Service requests

2 E rrors a nd ma Ifu nctions Missing report reguests, Document management, Lsers management, Informabon and vensicabion

requests, EDI docurnent iracking, Other (service requests)

3.Configuration changes - ONLY for Customers who have

pu rc h ased the S MART. E DI SerVice! Failure to publish / process the document, Document publishing / processing emor, Application
malfunction (Requiro, FTE. PEGA. Workfow. connetiivita SAF) . EDI error, Eror or failure {0
receive files from Archiva, Mailing rmafunctions, Missing report malfunctions, Cther (errors and
malfunstons)

Mew managerment of SMART.EDI files. SMART.EDI process madification
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3.0 Sending a Request

Once you have selected the macro category, you will see the
Customer Care Archiva Group

corresponding list of request categories to choose from. Welcome! Send a request to Customer Care immediately using the available options

Contact us about

Service requests

The image shows, for example, the page for the categories

What can we help you with?

corresponding to "Service Requests".

B
After the selection of the category, you can specify the details of

N
your request and submit it. |

¢

!
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5 () S i Customer Care Archiva Group
en ln a e u e St Welcome! Send & request b Cusfomer Care immdiately using the available cplons
®

The more precise the request, the shorter will be the processing

time. Therefore we ask you to enter as many details as possible.

Mol bext v B I = A~ EE #BDHPH=—

If the request is shared with the relevant organisation ("Share with"
field), it will be visible to all users belonging to that organisation.

Otherwise, if it is not shared, the request will be only visible to the

0 Mon unganieMot wgenbMicht drimgend

user who opened it. S ————

Futac hmee by

Cvag and drop fles, pasie screenshols, of browse

Hrowse

Riecgat paidwss P astwon Iuruckaatzen
Elminazione/ElminabonBasaigung
Meafie B Eda A rdbiy g
InsenmenioinseionEinfogung

Al Qe Sonsliges
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4.0 List of Request

The list of requests you have opened or involved in, can be viewed by In the upper part of the page there are some filters to narrow down the
clicking on the top right-hand side on requests to be displayed.
"Requests”.

Clicking on the individual request, the page will show you the details.
You will see the list of requests with their processing status and other From here you can make status changes or insert additional comments or

useful data. attachments by dragging and dropping files into the ticket.

0CHC

RECUESTS HEqUEE'tS

Created by me

-

REgsest conksns Smbuia: Oesen itk DERD CAPD GRUPPD SPA Recuesl Bipg w

DEMOC CAPO GRUPPO SPA

TyeF Yt prpites SLETWTLANY ahis H i Coreabed chyie D clads Prisriy

Al

useppaixien
£ TC-10857 Requine. FTP, PEGA OPEM e ped TP iee - O Unpriontized
. . &y ahog il

L [ C-&THE e rhore Documentc CLOEED Llbe Colella 2T 21 s L Lo
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5.0 Request lifecycle

As soon as a request is opened and correctly entered into the system, it

Document management
assumes the status of S
IIOPENII. Status
f} rassad s on Friday 912 AM WAITING FOR CU STOMER
. . = RispondiRHeply Anbaorien
When the Customer Care Staff start to identify and solve the problem, Activity -
the status ChangeS to g ~utomabe response Friday 10-08 AM SN e

Your neguest stabes has changed to Work in progress @ Locumeni managemen

"IN PROCESS".

& Friday 421 PM Shared with
6
In case Customer Care Staff needs further information to process the (@)
request, they will write down their comment and it will change the status g Automas: response Friday 421 PM T Share
yLIE DesTpLgE S a0UE NS :l'l.‘l."lgvt'{,'. ba Wy NG Tor cusiorme
to
"WAITING FOR CUSTOMER". (1 R P—

In these cases the user will receive an email with the request for
information from the Staff. The user can answer directly to the e-mail or
entering a comment in the ticket on the portal and clicking

llReplyll.
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5.0 Request lifecycle

Even if the reply is given by e-mail, this is recorded automatically in the In the result of the processing does not meet

request history. you can reopen the reques clicking on

"Reopen”.

When processing is complete, the status of the request will change into |

"PROCESSING COMPLETED". To a request that has bee ully p ed, click on
"Close". &

Any change of status will be notified by e-mail both to the user and to

all involved in the request.
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5.1 Workflow and ticket statuses

O
6@ OPENING tickets

|

WORKING

O

[
Of | J
- . \
\ WORK
COMPLETED

The customer reopens the ticket
because the resolution is not correct.

O

2 |

CLOSING tickets

O

Customer Care cannot continue
processing the ticket without information
and/or action from the customer.

kol
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6.0 Account Management

You can edit your profile by clicking on the icon in the top right-hand corner.

Profile

n Your changes may lake up bo five minutes to appear.

Manags your accouni

Language and time zone

Languags
English (Unded States) [Defaul]

Tires 2on 4
(GAT+01:0:0) Berlin

Edi acoouni preferences



I\ archivagroup

Data, Processes, People.

Thanks

for your kind attention!

ARCHIVA SRL

Sede legale e operativa:

Via Spagna, 24 - 37069 Villafranca, Verona
P. IVA: ITO3237470236

Reception centralizzata per il gruppo Archiva:

045 -288 00 00

sales@archivagroup.it-archivagroup.it
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2022 Archiva Srl. All rights reserved

The information in this document is proprietary to Archiva Stl. No part of this
publication may be reproduced or transmitted in any form or for any purpose without
the express permission of Archiva Stl. The information contained here in may be
changed without prior notice.

Some software products marketed by Archiva Stl and its distributors contain proprietary
software components of other software vendors.

All other product and service names mentioned are the trademarks of their respective
companies. Data contained in this document serves informational purposes only.
National product specifications may vary.

This document is a preliminary version and not subject to your license agreement or any
other agreement with Archiva Stl. This document contains only intended strategies,
developments, and functionalities of the Archiva Stl product and is not intended to be
binding upon Archiva Stl to any particular course of business, product strategy, and/or
development. Please note that this document is subject to change and may be changed by
Archiva St at any time without notice.

Archiva Stl assumes no responsibility for errors or omissions in this document. Archiva
Stl does not warrant the accuracy or completeness of the information, text, graphics,
links, or other items contained within this material. This document is provided without a
warranty of any kind, either express or implied, including but not limited to the implied
warranties of merchantability, fitness for a particular purpose, or non-infringement.
Archiva Stl shall have no liability for damages of any kind including without limitation
direct, special, indirect, or consequential damages that may result from the use of these
materials. This limitation shall not apply in cases of intent or gross negligence.

The statutory liability for personal injury and defective products is not affected. Archiva
Stl has no control over the information that you may access through the use of hot links
contained in these materials and does not endorse your use of third-party Web pages nor
provide any warranty whatsoever relating to third-party Web pages.

2022 Archiva Srl. Tutti i diritti riservati

Le informazioni contenute in questo documento sono proprietd di Archiva Stl. Nessuna
parte di questa pubblicazione pud essere riprodotta o trasmessa in qualsiasi forma e per
qualsiasi scopo senza l'esplicita autorizzazione di Archiva Stl.

Alcuni prodotti software commercializzati da Archiva Stl ed i suoi distributori
contengono componenti di software proprietario di altre case di software. Tutti gli altri
nomi di prodotti e servizi citati sono marchi delle rispettive societd. I dati contenuti nel
presente documento hanno finalitd prettamente informative. Le specifiche dei prodotti
possono variare.

Questo documento ¢ una versione preliminare e non soggetta al contratto di licenza o di
qualsiasi altro accordo con Archiva Stl. 1l presente documento contiene le strategie
destinate solo agli sviluppi e alle funzionalita del prodotto Archiva Stl e non ¢ destinato
ad essere vincolante ad una particolare trattativa, strategia e/o sviluppo del prodotto. Si
prega di notare che questo documento & soggetto a modifiche e puo essere modificato da
Archiva Stl in qualsiasi momento senza preavviso.

Archiva Srl non si assume alcuna responsabilitﬁ per eventuali errori o omissioni in questo
documento. Archiva Stl non garantisce l'accuratezza o la completezza delle informazioni,
testo, grafica, collegamenti o altri elementi contenuti in questo materiale. Il presente
documento viene fornito senza alcuna garanzia, esplicita o implicita, inclusa ma non
limitato alle garanzie implicite di commerciabilita, di idoneitd per un particolare scopo, o
non violazione.

Archiva Stl non si assume alcuna responsabilitd per danni di qualsiasi tipo, diretti,
indiretti o conseguenti, che possono derivare dall'uso di questi materiali. La responsabilita
civile per lesioni personali e prodotti difettosi non & contemplata. Archiva Stl non ha
alcun controllo sulle informazioni a cui & possibile accedere mediante l'uso di link
ipertestuali contenuti nel presente materiale e non approva l'uso di pagine Web di terze
parti, né da alcuna garanzia relativa alle pagine Web di terze parti.



