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Support Request Form






	Client

	Client Name
	

	Contact Person
	

	Phone
	

	Fax
	

	Date
	<date_of_report>


	Maconomy

	Maconomy version
	

	Company name in the system
	


	Support Case Information

	Priority
	<Set priority level according to the significance of the problem for the running of the company.>

<Priority 0
System is “down”or ”sign-on”cannot be performed >

<Priority 1
Significant functions cannot be performed >

<Priority 2
Significant functions cannot be performed without time consuming work around>

<Priority 3
Functions cannot be performed, workaround acceptable>

<Priority 4
Not significant but solution wanted>

<for Priorities 0 and 1 description of significance of the problem needed.>



	Description of Problem 
	<What has happened?>

<What result was expected? >

<Possible cause of the problem?>

<Which windows/prints/reports?>



	Cause
	< Possible cause of the problem?>



	Documentation
	<Screen dump>

<Print out / Report>

<PPUDebugstr.txt>

<Display.i.log , if problem is related to WEB applications>

<Print out of Jaconomy.log if problem is related to Java client>

<State in description and in documentation the nature of the problem etc.>




	Thorough Description of Error

	Error occurs
	<On one/several/all users or one/all clients>

	Error on server
	<yes/no> (PPU_DebugStr.txt)

	Error on client
	< yes/no > (Windows: PPU_DebugStr.txt; Mac: Maconomyfejl)

	Worked previously
	<Did the function/report/window work previously?><-yes/no>

	Can the problem be repeated
	<Does problem occur every time / first time>< yes/no >

	
	


	Solution (Filled in by CCS)

	Solution
	<Describe the solution delivered. Used when solution is in written form or response part of the agreement>



	Documentation
	<Reference to enclosed print outs, screen dumps, reports etc.>


1.1 Portal Cases Documentation

1.2 Access Information

When a customer is using the portal components, we’re probably able to get access directly to their portal via the web.  We need the following information:

· A link (e.g. http://appl-pc131/cgi-bin/MaconomyPortal.3.exe/MaconomyPortal.msc)
· A user’s name and a password (e.g. Administrator/123456)
1.3 Logging ”Normal Information”

As on “normal cases” (cases regarding the Maconomy client) you must carefully log the user’s error scenario by screenshots and a step-by-step description of actions and entered data:

· What has the customer done detail the steps (i.e. Opened time sheet window, entered week number, hit enter, went into table part of the window, find job, etc..)?

· What result/effect did he/she expect?

· Why?

· How does the actual result/effect differ from his/her expectations? 

· Can error be reproduced?













	Please fill in ALL the blanks in order to assure effective support.

Fax or e-mail the support request form to Maconomy Helpdesk

e-mail: support@maconomy-usa.com ( Fax: 508 303 8075 ( Tel.: 508 303 8240
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