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Introduction

This document provides a brief overview of the support tool called: STiM Self Service.
STiM stands for Support Ticket Management and it is Gemalto’s tool for following support requests.

The Self Service is the front end used by the customers. It provides a secure and controlled method of
creating and accessing support requests stored in STiM.

The STiM Self Service is able to provide the following functionalities:

e Create new support requests
e Review the list of calls including their live status
e Review the actions/descriptions for a particular support call

Requirements

The STiM Self Service is available through a dedicated URL. An internet browser is needed to launch the
Graphical User Interface.

This web application is supported for these browsers:
*  Microsoft Internet Explorer® 7 or 8
*  Mozilla® Firefox® v3.0.x or 3.5.x
+ Safari® 4.0.x on MAC OS

Your browser must accept session cookies.
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Working with the Self Service

Log on to the Self Service

This page is the entry point for the Self Service Tool.

https://stim.gemalto.com

(Caution: https link for security reasons)

You can add this page in your browser bookmarks or favorites to return back easily to Self Service.
Access to support call requests service is protected with a login and a password.

You can only have one active session at the time for each account.

Help

"1 ] T‘-'

Production m

USER ID
PASSWORD [ - PP

rrom R Somears @ Copyright 2011 Numara Software., Inc.

Figure 1: Login page

The connection data is supplied by Gemalto to our identified customer contacts only.

Customers receive their connection parameters in a dedicated email from Gemalto’s support team.

The User ID is your email address, the password obtained from the support team needs to be changed at the
first login for security reasons.

If you have forgotten your password, please contact your Gemalto Support representative.
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https://stim.gemalto.com/

How to change your password

1. Loginto STiM, using provided credentials. Click on Preferences

& " Hello, goustormerd01...  Sign-out Preferences Help
Sie © | [
A 11
gemalto”

Advanced You are in the STik Customer Portal workespace

# Home

2. Enter and confirm your new STiM password
(Your new password should be at least eight characters long, a mixture of at least three of the
following: upper case letters, lower case letters, digits and symbols.)

Eﬁmg @ | | searcH |~

Advanced

& Home

My Preferences

Password | | B save
Change Password Maw Passwurdﬂ Mew: Password Agair|| |
Default Workspace | ZTitt Custamer Partal V|
Your Local Time Zone | France - Europe/Paris (CET) (GMT-+1100) "l
Date Format |European - DDA Y V|
Preferred Language

3. We recommend to update the Local Time Zone and the Date Format at this point as well.

4. Every change of Personal Preferences must be confirmed by your current STiM password
(if you are changing your password at the first login, please enter the password provided by
your support team).

Press SAVE.
UL @ [Lsemmon
gemalte’ Advanced

My Preferences

Password | & SAVE
Change Password MNew Password | MNew Password Again
Default Workspace | ZTitt Custamer Partal V|
Your Local Time Zone | France - Europe/Paris (CET) (GMT-+1100) b
Date Format |European - DDA Y V|
Preferred Language
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Call management home page

After you have successfully logged in, you have access to the call requests home page.
At the top of the page, a menu is displayed with the following items:

e Home: To go back to the tool's main page, with no user disconnection. So you will be able to come
back to your calls information without having to connect again.

e New Request: Allows the creation of new support requests. The information about the Criticality
values definition on the Homepage should help you to choose the correct Criticality for your Request

e Reports: Allows the creation of reports. You can choose the criteria for your Report by selecting the
(Columns/Wrapped/Metrics/Graphics/Export)
(Report Title)
(Fields Displayed, Sort Results By)
(Keyword, Criticality, Type of Ticket, Product information,...)
(Date, Time and Age Criteria, Include Requests made by members of your
Customer ID)

e On the drop-down menu you can choose to display the list of calls:
o My Requests: The list of your calls.
o My Active Requests: The list of your active calls.
o My Closed Requests: The list of your closed calls.
o Customer ID Requests: The list of all your company calls.

e Sign Out: Disconnection.

e Preferences: Allows the change of “My Preferences” (Password Change, Local Time Zone, Date
Format, Preferred Language)

e Help: Tool's documentation

Figure 2: Main Page

o m Hella, geustorerd01... Sign-out Preferences Help
SiiE @ e

Advanced fou are in the STit Customer Portal warkspace

# Home

Wyelcome to goustorneld0 N @grail. corn on STiM Custormer Portal |
Criticality of an incident
Severe means 100% of users cannat use the serice.
means that a significant nurnber of user fail to use the service due to the same issue
means issue not affecting the availability of the serice or issue affecting a small number of end users

New features

1. email notifications sent for your own updates as well
2. email notifications may be sent to additional addresses by adding email cc (in the Assignees tab) at ticket creation. People in cc will be notified about updates as
well and by replying to email they can update the ticket

My Active Requests % 3 1-10of1
103354 31072012 Tests with new sumrmary Customer response for the second email with new surmmary Custorner 3 ros 28 days ago

On Tue, Aug 7, 2012 at11:42 AM, 5TiM %2 Production <stim@gemalto.corns wrate! Responded
[Duplicate message [more...]
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Submit new call

Call creation page

You can submit a new support request.

% New Request

The following fields should be filled in:

Summary: The title of your call must be a concise description and summarize your issue.

This title could be modified by the Support Team to match the Knowledge Database requirements
Criticality: Enter the criticality you identified. The support team will validate the level with you for SLA.
Region, Customer Name: Filled in automatically (Please contact Support if this information is
missing!)

Product Information: Select the Gemalto product that is affected by the support request using the
popup window.

Hello, gcustomer001 Sign-out Preferences Help

” SEARCH |v|

Advanced You are in the STiM Customer Paortal workspace

# Home | T New Request {= https:/istim-int. gemalto.com/?USER-gcustomer001 @gmail.com&PROJECTID-16MRP-0QvIWD1ZABLAST-BPID-2 - Windows... |L [ %]
Your search results are listed below. Click on the result's Customer ID field to select the result and automatically ~
B save close this window. =
& are displaying 514 records
92 Close
Mcusmmer Contract
. 1D Solution Name Type Product Group Product Name Product
Summary |
I 00002073 aremis1 None Aremis Aremis 6.2
Criticality Iake a Selection v
00002073 aremis2 Gold Aremis Aremis 6.2
Customer Name [ORANGE FRANCE 00002073 aremis3 None Aremis Aremis 6.2
Contact Mail geustomer001@gmail.com
Contact Phone l— 0(0002073 aremis3 | None Custom Gatewav STA-BMO 5 b
Customer ID 00002073 +/ Trusted sites g - W00 -
Link to CDB

Ihllp:f.fcdb.gemaIIU.cum»’mdex.php?pachu

Region EUROPE Tier Default Support Team |1 |2 Solution Support EMEA
PDomain solution

Press F5 to select another product.

Solution Name* | Contract Type Product Group I
Product Name I Product Version Product Patch Version I
Platform Type Platform Mode

HW Name HW Type HW Provider I
0S5 Name 05 Version 0S Patch Version I
Support Team Maintenance Team Support Project Code I
Time Zone CDB Domain

Solution ID Product ID Support Team ID I

0| % Ba@ | Font family |+ | Fontsize '|A'i"B g EE=EE|Ei=

Figure 3: Submit request page

Product Version: Version of your product.

Os Name: Operation system name.

Os Version: Operation system version.

Description: Enter the problem description here. We recommend that you provide the most accurate
information to facilitate receiving the appropriate answer.

Attachments: To attach files to the request.

All fields in red are mandatory!
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Product selection

Click on the Submit Request icon. This will open a pop-up from which you can select your product.
Please contact Support if you don’t find your product!
Please make sure to select the correct Solution, in order to have the SLA type properly filled.

Your search results are listed below. Click on the result's Customer Name field to select the result and automatically close this window.

Close
§stomer Name Solution Name Product Group Product Product Version Os Name Os Version Patch Version
Company Mame GCOPROD1 and GCOPROD2Z  GGS Custom CentralMonitor HP-UX 11i
Company Mame GCOPROD1 and GCOPRODZ  OTACS OTACS/GXO_LB HSWE v03.01k_04 HP-UX 11i
Company Name GCOPROD1 and GCOPRODZ  GCOL Server - GC Online 1.4 SP2 HP-UX 11i
Company Mame GEMPLSTS GCOTA Server - GC OTA 2.6 HP-UX 11i
Company Name GEMPLSTS GCOL Server - GC Online 1.4 SP2 HP-UX 11i
Company Name GEMPLSTS GCSM Server - GC SM 2.0 HP-UX 11i
Company Name OTAPROD1/0TAPRODZ2 GGS Custom Billing Formatter HP-UX 11i

Figure 4: Product list

Issue description

Insert a detailed issue explanation in the Description field.

[5 View Complete Description (PUBLIC)

Append New Description (PUBLIC)

0| ¥ Ba @& | Font family = Fontsize Ylﬁ'd’iv|ﬂ I U

[y Attach Files
Last Attachment

[Mo files currently attached)]

B save

Figure 5: Description field
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Additional Email Notifications

If you want someone else to be notified about changes on this Request, you can add their email address
to the Additional Email Notifications Addresses field at the ticket creation.

For more than one contact please separate emails with space.
All notifications for this Request will be sent to each address in this field by default. By replying to the

email notification they are able to update the Request as well.

Please use individual emails instead of Distribution Lists which do not allow reply to such notification.

Additional Email Notifications

Adidresses

™ save

To submit the call you need to press SAVE button.
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Display: My Requests.

In this page, you can see all your support requests.

Hello, gcustomer001 Sign-out Preferences Help
SEARCH '
Advanced You are in the STIM Customer Portal workspace

# Home
lm AL ] 1-200f69 = =P

100146 test of communication this time is OK with you. [more...] Closed 2 mos 9 days ago

100147 the service component ............... description [more...] Closed 2 mos 8 days ago

100148 test ticket description [more...] Under Investigation 2 mos 7 days ago

100151 test use case #1 I'm OK. | validate. On Thu, Feb 9, 2012 at 10:46 AM, STiM V2 Integration <stim- Closed 2 mos T days ago
int@gemalto_com> wrote: [Duplicate message snipped] [more__]

100152 test use case#1-2 investigation started [more__] Closed 2 mos 7 days ago

100153 test use case#1 not fixed On Thu, Feb 9, 2012 at 4:23 PM, STiM V2 Integration <stim- Under Investigation 2 mos 6 days ago
int@gemalto_com> wrote: [Duplicate message snipped] [more___]

100187 Test from moving from incident to problem manager Investigation of the incident [more___] Closed 1 mo 27 days ago

Figure 6: My Requests lists your requests

Content of the table:
e Number: This is a unique call reference assigned by Gemalto. You may use this identifier in your
communication with Gemalto to identify your call.
e Summary: The title of your request.
e Status: You can check the current step of your request in the resolution process.
e Last Updated: Here you can see when the request has been updated last time.
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Display: My Active Requests.
In this page, you can see your support requests like in the previous case, BUT requests already Closed do not
appear in this list.

Hello, gcustomer001 Sign-out Freferences Help
SEARCH !
Advanced You are in the STiM Customer Portal workspace

# Home

1-200f36 @ =

My Active Requests |

100148 test ticket description [more._.] Under Investigation 2 mos 7 days ago

100153 test use case#1 not fixed On Thu, Feb 9, 2012 at 4:23 PM, STiM V2 Integration <stim- Under Investigation 2 mos 6 days ago
int@gemalto.com> wrote: [Duplicate message snipped] [more...]

100163 Test 2 ticket created by customer incident->problem MNOK please to reopen this problem ticket. On Thu, Customer Responded 1 mo 23 days ago
Feb 23, 2012 at 6:46 PM, STiM V2 Integration <stim-int@gemalto.com> wrote: [Duplicate [more...]

100165 test14/02/12 do not edit please [more__] Under Investigation 2 mos 1 day ago

100170 project ticket should not be visible fram customer project ticket should not be visible from Open 2 mos ago

customer [more...]

Figure 7: My Active Requests

Content of the table:
e Number: This is a unique call reference assigned by Gemalto. You may use this identifier in your
communication with Gemalto to identify your call.
e Summary: The title of your request.
e Status: You can check the current step of your request in the resolution process.
e Last Updated: Here you can see when the request has been updated last time.

STiM Self Service User Guide 11




Display: My Closed Requests.

You can see on this list all closed requests.

Hello, gcustomer001...  Sign-out Preferences Help

3 Advanced You are in the STiM Customer Portal workspace

# Home
1-200f33 = P

-a

My Closed Requests
Closed 2 mos 9 days ago

e s s
test of communication this time is OK with you. [more__]
Closed 2 mos 8 days ago

100146

100147 the semnice component description [mare_.]

100151 test use case #1 'm OK. | validate. On Thu, Feb 9, 2012 at 10:46 AM. STiM V2 Integration <stim- Closed 2 mos 7 days ago
int@gemalto.com> wrote: [Duplicate message snipped] [more...]

Figure 8: My Closed Requests

STiM Self Service User Guide

12




Display: Customer ID Requests.

In this page, you can see not only request created by you, but all the requests created by your company

s Hello, goustomerd0l Sign-out Preferences Help
S @ "
gemallo’ o Advanced ‘au are in the STiW Custarmer Portal workspace
B MNew Request
Customer D Requests |+ | &) 1-200f45 = P
i e i

Figure 9: Customer ID Requests

Content of the table:
e Number: This is a unique call reference assigned by Gemalto. You may use this identifier in your
communication with Gemalto to identify your call.
Submitted On: The date the call was created.
Summary: The title of your request.
Status: You can check the current step of your request in the resolution process.
Last Updated: Here you can see when the request has been updated last time.
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Call detailed information

When you click a “Summary” reference in the support requests list, you will see the complete information
about this call including the “Description” field that contains the communication between support engineers
and the customer; it also contains the solution given to solve the issue.

Hello, gcustomer001.. Sign-out Preferences Help
gemallo’ Advanced You are in the STiM Customer Portal workspace.

# Home | T Mew Request

& Back % Edit o P
Summary test ticket
Criticality Serious Status Under Investigation Submitter L1 Solution Support Agent
Customer Name  ORANGE FRANCE Contact Mail geustomer001@gmail com Contact Last QOrange F
Name
Contact First UnikPc Network Country France Customer ID 00002073
Name
CRM Customer FRORAQ03 Link to CDB http://cdb.gemalto.com/index. php?page=customer_edit&IDOPERATOR=2073 Region EUROPE
Code
Default Support L1 L2 Solution Support EMEA PDomain solution
Team

Entered on 08/02/2012 at 15:48:07 CET (GMT+0100) by L1 Solution Support Agent:
description

Entered on 07/02/2012 at 21:59:41 CET (GMT+0100) by L1 Solution Support Agent:
description

Figure 9: Call details
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Notification

The customer will receive a notification at call creation

When replying, type your text above this line.

GEMALTO SUPPORT - WE HAVE REGISTERED YOUR TICKET

Dear Customer,

Ticket Number
Thank you for contacting the Gemalto Support. 100253
We are happy to inform you that we have registered your ticket with Tic:ke_t Type
the following information. Incident

Product

Aremis
Criticality
Severe

Ticket Status
Open

Title: test
Description (Public):
This is a new information to append fo the description.

If the above information is incomrect, please contact us so that we may change it.

You are welcome to view maore information about your ticket or, of course be able to update the
information directly on the Support web portal by clicking on the following link: STIM Customer Web
Portal.

Visit the hitoZwww. gemalfo. com for more information.

Figure 10: [NEW CALL] Notification example
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Communication with Support team

You can check the latest information on the request, or answer to the support, using Description field. To do
this you have to open the call.

Hello, geostormed0l Sign-out Preferences Help

ST - Lamml

Advanced ‘fou are in the STil Customer Portal workspace

#& Home ] 5 11l Reports

My Active Requests

¥ & T-10f1

& mos ago

P

103354

Tests with new summary Customer response far the second email with new summary Customer
2 g -

310772012

[Dupl\ce'ne rﬁe§sage [more: ]

Figure 11: View My Active requests

Check information provided by the support team in the Description field.

Summary test ticket
Criticality Serious Status Under Investigation Submitter L1 Solution Support Agent
Customer Name  ORAMNGE FRANCE Contact Mail geustomer001@gmail.com Contact Last Orange F
Name
Contact First UnikPc MNetwork Country France Customer 1D 00002073
Name
CRM Customer FRORAQ03 Link to CDB http:/fcdb.gemalto.com/index_php?page=customer_edit& DOPERATOR=2073 Region EUROPE
Code
Default Support L1 L2 Solution Support EMEA PDomain solution
Team

L-nuu* """“"””‘_

l Entered on 08/02/2012 at 15:48:07 CET (GMT+0100) by L1 Solution Support Agent: ]

description

Entered on 07/02/2012 at 21:59:41 CET (GMT+0100) by L1 Solution Support Agent:
description

Figure 12: Call details page
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Edit the call in order to answer it. To do this, click on the % Edit button) and update the information in the
Description field.
After Saving the call, you will receive the natification for your update.

View Complete Description (PUBLIC)

Append New Description (PUBLIC)

[j|}{|={a@ ‘|Fontfamily - Font size '|A'E§7v|ﬂfg = =

Ll
w
1

ElH—a - ¥

e

[ Attach Files

Last Attachment [No files currently attached]

l [ save l

Figure 13: Answer a call
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How to create Report

If you wish to create Report of the STiM tickets, click on the Reports icon on the STiM homepage.

4

SN @

& Home

This is example how to export the Report of all tickets created for your company, per Criticality and Status:

1. Choose the Style of the Report

Style | Formatting Ticket Criteria Advanced Criteria
O Columns One Ticket per line in a table.
O Wrapped A list of Tickets. Supports line breaks; good far reports that include many fields.
O Metrics/Graphics Display sums, averages, and counts only.
@ Export Export data to a text file. Allows STiM V2 Integration Systern data to be imported into spreadsheets or other programs.

2. Choose the Fields you want to have displayed in your Report

style | Formatting | Ticket Criteria Advanced Criteria

FIELDS DISPLAYED

Type of Field Fields Selected Fields
@ STitd W2 Integration System Fields |Age of Ticket qp Add Field |Ticket Number
O Ticket Information Criticality & Criticality
Date Submitted Change Status
Description (FUBLIC) Order Summary
Last Edit Date - Last Edit Date
Last Edit Time Date Submitted
Status
Submitter & Remove
Summary
Ticket Number 9 Reset
Time Submitted

Descriptions (PUBLIC) to include
O All Descriptions (PUBLIC) O Original @ Most Recent O 2 Most recent © 3 Mast recent

Process/Phase Voting Details
[ Display Final Decision information for each Ticket

[ Display “oting Histary for each Ticket

Filter Waoting History as follows:
‘AII Processes\All Phases hd
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3. Choose the File Format and the criteria for sorting the results

FILE FORMAT
File Format
® MS Excel

O Custom

O Tab Delimited

Field Separator

LI

Filename Extension

* Choose a field separgtor that does not appear in your data.

Diata Encoding: | LITF-8 with Signature (M3 Excel Compatible) V|

SORT RESULTS BY

Field

Choose primary and optional 2nd/3rd sort fields.

Order

| Criticality

V| | ascending V|

|Status

V| | ascending V|

|Ti|:ket Mumber

V| | ascending V|

4. Choose the Ticket Criteria, if you wish

Style

| Formatting

H Ticket Criteria

Advanced Criteria Run

GENERAL INFORMATION

Summary
Description (PUBLIC)

Criticality

ISSUE INFORMATION

Type of Ticket Incident
Problem
RFC

(no data)

HIDDEN FIELDS

PRODUCT INFORMATION {CDB)

STiM Self Service User Guide

Severe
Serious
Minar

HW Type

Short Summary
(Public)

Contract Type
Product Version
Platform Mode

HW Provider

(Note: When no values are selected for a choice/drop-down field, there will be no search on that field.)

Keyword (any field) | |

Attachment filename | |

0S Name

19




5. For all tickets created for your company do not forget to select the Option “Include Requests made by
members of your Customer ID”. You can set the time period as well.

” Advanced Criteria l

| Formatting | Ticket Criteria

Style

Include Reqguests made by members of your Customer 1D

DATE, TIME, AND AGE CRITERIA

Date Day Men  Year Day Mon  Year
an he | | | | [Ccurrent date (and)‘ | | | [CJeurrent date

@ Exact O Relative O Range

Day Mon  Year
| | | [CJcurrent date

Date Closed Day Mon  Year
on g [ ]

® Exact O Relative O Range O Empty

| [Ceurrent date (and)‘

Time|created V||between v| |D:DD v| (alld)|24:DD v|

Age | greater than ~|[o |oavsandlo |HOURS ol

6. Go to the “Run” tab and press “Go”

Advanced Criteria ” Run

style | Formatting Ticket Criteria

Click here for help on saving and printing report data.

aco Please be patient; this may take several minutes if your report includes many Tickets.

For more information or in case of any question please do not hesitate to contact your local Gemalto Service

Delivery Manager (SDM)

20
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Troubleshooting - Error List - Support

Troubleshooting
If you have any problems with the Self Service STiM application, please try the following suggestions:
Problem Action
The page cannot be displayed Verify URL
In case of a persistent problem, please mail the Gemalto Hotline.

Error List;

Message Action

Authentication failed during login Your login or password is wrong.

Reenter login and password.
In case of a persistent problem, please contact your local Gemalto Service
Delivery Manager (SDM)
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Submit new call via e-mail

You can submit a new support request via e-mail as well.
Send an e-mail to our e-mail address: stim@gemalto.com

Subject of the e-mail: The subject of the e-mail is the call title. The title of your call must be a concise
description and summarize your issue.
This title could be modified by the Support Team to match the Knowledge Database requirements

Body of the e-mail: Enter the problem description here. We recommend that you provide the most accurate
information to facilitate receiving the appropriate answer.

You will receive a notification at call creation
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FAQ

Q A

Is it possible for hackers to see my No.

calls? The application is working with https to grant you secured access.
A lot of tests are done to validate the security.

Can other customers to see my calls? They can't.

Necessary rights are only granted to customer’s team.

I have a lot of calls in the database, but | | Calls are displayed if
cannot see all of them?

¢ Created in the new scheme
» Created for the same Customer as requester

| have forgotten my password. If you need a password reset, just mail your support representative to get a
new one.
How to change the product? At call creation, If you want to change the selected product, you can use the F5

key in order to reload the popup window and keep the information already
entered in the call.

At the moment it is possible only via email. At the ticket creation please add
all users you wish to track the ticket in the Additional Email Notifications
Addresses field.

For more than one contact please separate emails with space.

All notifications for this ticket will be sent to each address in this field by
default. By replying to the email notification they are able to update the ticket
as well.

Can other people from my team work on
my calls?

Support

In case you do not find the answer to your guestion about this application, please contact your local Gemalto Service Delivery Manager

Proposed Subject: Self Service / <Your feedback>
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