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1 Login

You will receive an email notification that your account has been created. Please login using your
email and the auto-generated password.

You are invited to join the V-Work Customer Portal inbex x

. di ge.cloud yia sendgrid net 41PM (45

@ e~

Dear Customer,

We are pleased to invite you to join the V-Work Customer Portal
Here, you can submit any enquiries or issues you may face, and keep track of their status. Our support team will get back to you once they received your ticket

V-Work Customer Portal https://s ites net

Please login using your email address. Here is your default password which will be valid until Wednesday, 05 July 2023. For your account security, please remember to reset your password once you login.

Thank you and we look forward to serving you

‘4 Reply * Forward )

Figure 1 Invitation email

After login, you may setup your first name and last name. Once done, click on Save.

Vorx Case Management Hello ! Logout

SETUP NAME

First Name

first name

Last Name

last name

Figure 2 Setup Name
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2 Homepage

Here is the introduction of the Case Management Portal Homepage.

Vorx  CUSTOMER PORTAL | case Listing Hello Amanina!  Logout
WELCOME TO CUSTOMER PORTAL
Years:
2023 -
GCount by Case Priorty Caount by Case Type
Mamal - High Frobiem — Guesion
z
\'-.
™ -
e g
Count by Case Status Case per Month
= Active -~ Cancel — Resalved
o
a
TN
&
2
l : ol
June

Figure 3 Case Management Portal Homepage

Item | Description
1 Manage user information.
2 Log out from the account.
3 List of cases reported by the customer.
4 To filter and view cases reported in the selected year.

Table 1 Description for each item
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3 Manage Account

3.1 Password

To change your password, click on your name on the top bar and select Password from the left
navigation bar.

Fill in your current password. Then, insert your new password, confirm your password and click on
the Update password button.

VORK CUSTOMER PORTAL Hello Amanina! Logout

MANAGE YOUR ACCOUNT

CHANGE YOUR ACCOUNT SETTINGS
2

. Current password
Two-factor authentication

New password

Confirm new password

Figure 4 Change password

3.2 Two-factor authentication

This section is used to setup up the authenticator app or reset the authenticator app. Follow the
steps below to set up the authenticator app:

1. Go to Two-factor authentication on the left navigation bar.
2. Click on Set up authenticator app.

VDRK CUSTOMER PORTAL Hello Amanina! Logout

MANAGE YOUR ACCOUNT

CHANGE YOUR ACCOUNT SETTINGS

Password Two-factor authentication (2FA)

e Authenticator app
Two-factor authentication
Set up authenticator app Reset authenticator app

Figure 5 Set up authenticator app

3. Follow the steps given, key in the Verification Code and click on Verify.
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MANAGE YOUR ACCOUNT
CHANGE YOUR ACCOUNT SETTINGS

Password Configure authenticator app

To use an authenticator app go through the following steps:

1. Download a two-factor authenticator app like Microsoft Authenticator for Android and iOS or Google Authenticator for Android and
ios.

2. Scan the QR Code or enter this key RS RIPXERTEE A WS IER YN LIS into your two factor authenticator app. Spaces and

casing do not matter.

code. Enter the code in the confirmation box below.

Verification Code

Figure 6 Configure authenticator app

4. Once done, you will receive a message that the authenticator app has been verified.

MANAGE YOUR ACCOUNT

CHANGE YOUR ACCOUNT SETTINGS

Password

Two-factor authentication

Your authenticator app has been verified. x

Two-factor authentication (2FA)

e Authenticator app

Set up authenticator app Reset authenticator app

Figure 7 Authenticator app has been verified

5. You will receive Recovery Codes as well. Ensure that you keep these codes in a safe place.

CHANGE YOUR ACCOUNT SETTINGS

Your authenticator app has been verified. X

Recovery codes

Put these codes in a safe place.

If you lose your device and don't have the recovery codes you will lose access to your account.

Figure 8 Received Recovery codes
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Note: If you do not have access to your authenticator device, you will need to use these
recovery codes to login.

6. You can logout and login again to view the differences.

7. When you sign into the Customer Portal again, the two-factor authentication page will
appear.

8. Key in the Authenticator Code which you can get from the Authenticator app that you have
set up.

9. Once done, click on Log In.

VORK Case Management

Two-factor authentication

Your login is protected with an authenticator app. Enter your authenticator
code below.

Authenticator code

(J Remember this machine

Don't have access to your authenticator device? You can log in with a
recovery code.

Figure 9 Key in Authenticator Code to Login

10. If you wish to disable the 2FA (Two-factor authentication), you may click on the Disable 2FA

button.
MANAGE YOUR ACCOUNT
CHANGE YOUR ACCOUNT SETTINGS
Password Two-factor authentication (2FA)

Two-factor authentication Disable 2FA

e Authenticator app

Set up authenticator app Reset authenticator app

Figure 10 Disable 2FA

11. Click on Disable 2FA.
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MANAGE YOUR ACCOUNT

CHANGE YOUR ACCOUNT SETTINGS

Password Disable two-factor authentication (2FA)

Disabling 2FA does not change the keys used in authenticator apps. If you wish to change the key used in an authenticator app you
should reset your authenticator keys.

isable 2FA

Figure 11 Confirm to Disable 2FA

12. A message will prompt informing you that the 2FA has been disabled.

MANAGE YOUR ACCOUNT

CHANGE YOUR ACCOUNT SETTINGS

Password

Two-factor authentication

2fa has been disabled. You can reenable 2fa when you setup an authenticator app X

Two-factor authentication (2FA)

s Authenticator app

Set up authenticator app Reset authenticator app

Figure 12 2FA has been disabled

4 Case Management

4.1 Raise a New Case

This section is used to raise a new case and manage previously raised cases. Follow the steps below
to raise a New Case:

1. Inthe Case Listing page, click on the New Case button.

VORK CUSTOMER PORTAL | Case Listing Hello Amanina! Logout

CASE LISTING

[ Export to Excel Q  search...

CASE NUMBER YV CASE TITLE Y CASETYPE Y DESCRIPTION Y PRIORITY Y PROJECT NAME Y STATUS Y REPORTED BY Y REPORTEDON Y

Can | change my : . X
CAS-01251-Vv7)4)8 - Problem Can | change my email? Normal Test Project eProc Active Farhah 27/06/2023
email?

How to change the approval

How to change
log? | need to show more
CAS-01250-H8Y1Q1  the approval Problem . ) Normal Test Project eProc Active Lee 27/06/2023
info? - Approver - action
(270623, T0AM)

date - action st...

Figure 13 Case Listing

2. Fillin the required information such as Case Title, Description of the issue, Project, Case
Type and Priority.

Template: VW/PMO/UG/2022.01 Page 4 of 14
Record: VW/Case Management/User Guide 280623 v1.0



Customer Portal User Guide v1.0
Classification: Client Confidential

CREATE A NEW CASE

NEW CASE FORM

* Supperting document or file can be uploaded after case is submitted.

Case Title:

Case Title

Description:

Status:

Mew

Project:

Select Project b

Case Type:

Select Case Type b

Priority:

Select Priority b

Figure 14 New Case Form

3. After you have filled in the information, click on the Submit button.
4. A case ID will be generated upon case submission.
5. If you have any attachments to upload, you may upload them after the case is submitted.
6. Click on the generated Case ID, and there will be an attachment section where you can
upload your document.
Template: VW/PMO/UG/2022.01 Page 5 of 14
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Case Number

CAS-01225-J2ROX3

Case Title

Request to change the type of registration company - Damai Akle
SDN BHD

Created On

6/21/2023 5:25:21 PM

Status

Aclive

Status Reasan

In Prograss

Priority

Normal

Description

Please change Lype registration from Parlnership to SDN BHD

Resolution

Rool Cause

Select files

* File can be downkozd or delets by chcking the file name after file is uploaded.

Comments
Thare are no comments at this mament. '
:
Write your comments here.
#~
Leave your comment
Drop files here to uplosd

Figure 15 Case Detail

4.2 Manage the cases

4.2.1 Track the case

This section is used to track the status of your cases. Follow the steps below to check on your case

status.

1. From the main page, click on My Cases on the top bar.

VORK CUSTOMER PORTAL | Case Listing

Years:

2023 v

Count by Case Priority

Normal High

Hello Amanina!

WELCOME TO CUSTOMER PORTAL

Count by Case Type

Problem Question

Figure 16 Main page
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2. You will see the My Cases listing view, which includes the details of all your cases, including
the case Status column.

VORK

CUSTOMER PORTAL

[ Export to Excel

How to add PR
Amount?

CAS-01259-Q9J4C7

Can | change my
CAS-01251-V7)4)8
email?

How to change
the approval
(270623, 10AM)

CAS-01250-H8Y1Q1

| Case Listing

Problem

Problem

Problem

CASE LISTING

How to add PR Amount? |
tried to key in but the box is
disabled.

Normal Test Project eProc

Can | change my email? Normal Test Project eProc

How to change the approval

log? | need to show more
. N Normal Test Project eProc
info? - Approver - action

date - action st...

CASE NUMBER YT CASE TITLE Y CASETYPE Y DESCRIPTION Y PRIORITY YT PROJECT NAME Y STATUS h g REPORTED BY

Resolved

Active

Active

Hello Amanina! Logout

Search...

Y |RepoRTEDON Y

Amanina 28/06/2023

Farhah 27/06/2023

Lee 27/06/2023

Figure 17 Check Case Status

3. If you open a case, you can view the case Status and Status Reason.

Status

Active

Status Reason

In Progress

Figure 18 Status and Status Reason

a. Status will show either Active, Cancel or Resolved.
NOTE: If you click on the Resolved Case button, the status will be changed to
Resolved and you will no longer be allowed to activate the case.
If you notice that the Status Reason is still In Progress, this field will be updated by a
V-Work Customer Service Representative afterwards as they work on your case.

b. Status Reason will show either In Progress, On Hold, Waiting for Details or

Resolved. This status will be updated by V-Work internally.

4. You can post a comment on the right side of the page by filling in your comments in the box.
Once done, click on the Leave your comment button.
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Case Number
Comments

CAS-01238-M7Y1F2

There are no comments at this moment. FS
Case Title

Request to change the username

Created On

6/23/2023 5:55:44 PM

Status

Active

Status Reason

Waiting for Details

Priority

Normal

Description

Request to change the username

Resolution

‘Write your comments here.

Root Cause . #~

2 Leave your comment

Figure 19 Post a Comment

5. The posted comment will be appear in the comment box.

Comments

Hi, may | know the status for this case? -

Posted by farhah@v-work.company on 6/26/2023 5:05:06 PM

Figure 20 Posted Comment

6. Once our team has responded to your comments, you will receive an email notification. You
can access the case details to view the comments.
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Record: VW/Case Management/User Guide 280623 v1.0



Customer Portal User Guide v1.0
Classification: Client Confidential

[CAS-01239-M7Y1F2] Request to change the username
@ Support Admin @ | € Reply | & ReplyAll | —> Forward (7]

To @ Murul Farhah Amanina (Farhah) Mon 6/26/20.

Start your reply all with: ‘ Thank you. | look forward to hearing from you. ‘ Ok, thanks for letting me know. ‘ ‘ Ok, thanks for the update. @ Feedback

Dear Customer,
Thank you for contacting V-Work Sdn. Bhd.

You have received a reply from our support agent Jason Loh.
Message: We are having a vpn connection at the moment, we will update to you once we have change the username.

[This is an auto-generated email.]

Knowledge Provisioning + Get more add-ins

Figure 21 Email Notification if there is a comment for the case

4.2.2 Resolve the case
This section is used to manage your reported cases. Follow the steps below to resolve a case.

1. If you have found that your case has been completed, you may click on the Resolve Case
button at the bottom of the case.

Resolution

Root Cause P

Leave your comment

Select files..

Cancel Case

Figure 22 Resolve Case

2. Upon clicking on the Resolve button, the status of the case will change to Resolved and you
will no longer be able to edit or comment on the case. The Resolve Case button will also be
disabled.
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Case Number

CAS-D1226-V3GEB3

Case Title

Created On

6/21/2023 5:58:21 PM

Status

Status Reason

In Prograss

Priority

Normal

Description

Need additional character/words at COMPANY NAME section

request to have unlimited character at COMPANY NAME section

since the current is limit 1o 10 words only
Resolution
Rool Cause
* File can be download or delste by cheking the file name after file is uploaded

CASE DETAIL

Comments
The case resolved by shazrultamyiz@gmail.com ~
Posted by shazrultamyizi@amai.com on 6/21/2023 6
-
Write your comments here.
4

Figure 23 Status changed to Resolved

4.2.3 Cancel the case

This section is used to cancel reported cases. Follow the steps below to cancel a case.

1. If you need to cancel a case, you may click on the Cancel Case button at the bottom of the

case.

Resolution

Root Cause

Select files...

* File can be download or delete by clicking the file name after file is uploaded.

Write your comments here.

%

Leave your comment

\ Drop files here to upload

cel Case Resolve Case

Figure 24 Cancel Case
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2. Upon clicking on the Cancel button, the status of the case will change to Cancel and you will
no longer be able to edit or comment on the case. The Cancel Case button will be disabled.

Case Number

CAS-01227-M1RS9VA

Case Title

What action - Tender (pending evaluation stage
Created On

8/21/2023 B:12:06 PM

Slatus

Cancel

Status Reason

In Progress

Priority

High

Description

Please adv

evaluation

Resolution

Roal Cause

what action do | need lo perform after the pending

* File can be downkozd or delete by chicking the file name after file is uploaded.

CASE DETAIL

Comments

The case cancelled by shazrultamyiz@gmail.com

osted by shazrultamyiziEa

Lcom an 6/21/2023 6:16:27 PM

Wirte your comments here.

Figure 25 Cancel Case
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