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Welcome to Getting Connected

Welcome to Getting Connected

Getting Connected is your Service Mate startup resource to quickly and easily
begin using Service Mate.

Getting Connected helps you:
e Set up Service Mate for the first time.

Specifically...

— Preparing to set up your Service Mate connection
— Setting up your browser to minimize errors and capitalize on Service
Mate’s best features
— Connecting to and logging into Service Mate
e Set up Service Mate on a new computer system or an upgraded connection.
e Gain helpful hints on getting the most out of Service Mate — from key
features of Service Mate to adapting Service Mate information for your own

reports.

¢ Find out where to get more help.
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Key Features of this Guide (Electronic Version)

Key Navigation Features of this Guide
(Electronic Version)

If you are using the electronic version of this guide in
Adobe Acrobat, the information below walks you through
the navigation features we’ve included to help you make
your way around.

Use the front and back
arrows to move page

by page.

Use the zoom
tool to magnify a
particular area.

Acrobat Reader - [Getting Started Dialup.p if]

E File Edit Document Wiews “Window Help =& =]
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[ cover — Welcome to Getting Connected =
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Use bookmarks o emetiy
to find what -] Browser

, . -] User ID and password
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[ Internet Exglorer 4.0

D Internet Explorer 5.0 and 5.5
[ Metscape Cammunicatar 4

Step 2: Configuring the dial-up
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Downloading Adobe Acrobat Reader

If you have a printed version of this guide and you’'d
like to use the electronic version, you'll need Adobe
Acrobat Reader. To download this program for free, go
to www.adobe.com/products/acrobat/readstep.html
and download the appropriate version (most likely, the

latest edition of Reader, English
F{Tmr m.\
hdobe

version). Adobe Acrobat Reader
allows you to open and view files
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What Are the System Requirements for Service Mate?

What Are the System Requirements

for Service Mate?

Use this information to prepare to use Service Mate.

You need the following to run Service Mate:

e 200 MHz Pentium PC

* 64 megabytes RAM

¢ 20 megabytes free hard disk space

¢ Microsoft Windows operating system
— Windows 95/98 (does not support Windows ME)
— Windows NT 4.0 with Service Pack 3 or better

e 17-inch or greater monitor with 1024x768 resolution is
strongly recommended (However, Service Mate will
function on a 14- or 15-inch monitor with 800x600
resolution.)

Connectivity

We recommend accessing Service Mate over your exist-
ing Internet connection. If this is possible for you, Getting
Connected: A Guide to Setting Up and Using Service
Mate over the Internet provides instructions for connect-
ing to Service Mate over the Internet.

However, you can also access Service Mate over these
connection types. How you set up Service Mate depends
on the type of connection you have.

¢ Stand-Alone Modem ... see page 7
Analog connection with direct dial-out capabilities at
up to 56 kbps
* ISDN ... see page 28
ISDN B-channel connection
¢ Accessing Service Mate If You’re Connected
toa LAN ... see page 29

Some users may not know their connection type. If you
are unsure, and can’t ask your IT professional, use these
clues to help determine your connection.

* Do you have to dial out to access the Internet? If so,
you may have a stand-alone modem connection or an
ISDN connection. Check with your office manager or
phone system administrator, or take a look at your
telephone bill to find out.

* Do you have a logon screen with a user name/pass-
word when you turn on your computer at work? If so,
you are most likely on a LAN connection.

¢ Do you have one phone line that carries your telephone
and your Internet access? If so, you may have an ISDN
connection.

Service Mate

About connectivity

Most Service Mate users without
Internet access will use a stand-
alone modem connection.
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What Are the System Requirements for Service Mate?

Browser

You need one of these browsers to view Service Mate. For

more information on setting up your browser for Service

Mate, see page 8. You also need to make sure your

browser has 128-bit encryption and is set up to accept

cookies.

¢ Internet Explorer (version 4.0, 5.0 or 5.5)
We recommend using Internet Explorer with Service
Mate because it gives you greater functionality. Newer
versions of Internet Explorer may also work with Ser-
vice Mate. You can download the latest version of
Internet Explorer for free by pointing your browser to
www.microsoft.com/windows/ie and following the
instructions. Note: Depending on your connection, it
may take an hour or more to download the browser.

¢ Netscape Communicator 4.7
Visit www.netscape.com/download to download a
copy of Netscape Communicator. Note: Note: We do
not recommend using Netscape Communicator 6.0
with Service Mate as it is new, and Service Mate has
not been tested on it.

To ensure security, Service Mate requires that your
browser is equipped with strong, 128-bit encryption.
Before beginning set up, check the level of encryption on
your browser.

For Internet Explorer, launch your browser and choose
Help>About Internet Explorer. You will see a screen
similar to the one on the right. If the screen indicates a
cipher strength of less than 128-bit, then check with your
IT professional for a 128-bit compliant update, or visit the
Microsoft site listed above for the latest version of Internet
Explorer. The latest versions of Internet Explorer have
128-bit encryption by default.

Netscape Communicator 4.7 has 128-bit encryption by
default. Unless you or your company has changed
Communicator’s encryption settings, the browser most
likely has the appropriate encryption. Should you experi-
ence difficulty using Service Mate with Netscape Commu-
nicator, enlist the help of your IT professional to check/
reset the encryption settings.

A note about cookies

Several important features of
Service Mate, including Help and
Tutorial, use cookies to function
correctly. We realize that some
users are hesitant to set their
browser to accept cookies. Ser-
vice Mate uses cookies for screen
management and navigation only.
Rest assured, no personal infor-
mation is placed into a cookie by
Service Mate. You can feel com-
fortable setting your browser to
accept cookies while you’re using
Service Mate.

If you're concerned about cookies,
be sure to reset the cookie setting
when you access sites other than
Service Mate.

€ N

[nternet Metzcape
E wplorer Communicator

4 About Internet Explorer [ ]

"interne
E!(p orer

Yersion: 5.00.2614,3500
Cipher Strength: 128-bit {Update Infarmation )
Product ID:

Based on MCSA Mosaic, NCSA Mosaic(TH); was x
developed at the Mational Center for Supercomputing
lpplications at the University of Tlinois at Urbana-

champaian. =l

a Copyright ©1995-1999 Microsoft Corp, AT |
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What Are the System Requirements for Service Mate?

User ID and password

In addition to the above requirements, you need a user ID
and password to access Service Mate. As an existing user,
you have already been assigned a user ID and password.
These restrictions apply to the user ID/password:

e Each user needs a separate user ID and password.
You cannot share |IDs and passwords. For additional
user IDs and passwords, contact your account repre-
sentative.

¢ To maintain the security of the system, each user is
asked for a new password every 60 days. On or around
the 60" day, the system will let you know at login that
your password has expired. You will then be asked to
enter a new one. This new password will be effective
for 60 days. This procedure is automatic. If you don’t
change your password when prompted, you'll need to
call the help desk for a new one.

Service Mate Getting Connected - Dial-up Connections | 6



Setting Up Service Mate: Stand-Alone Modem Connection

Setting Up Service Mate:
Stand-Alone Modem Connection

Many users will access Service Mate using a stand-alone modem connection,
that is, a PC with an analog modem, not connected to a LAN. This section
takes you through a four-step process from setting up to logging on to Service
Mate on a stand-alone modem. If you follow these instructions, you should
have little trouble setting up and beginning to use Service Mate.

It is important to know what version of Windows your computer uses. Steps 2
and 3 give instructions for Windows 95 or 98 and Windows NT.

Step 1: Setting up the browser
With the new Service Mate, you need a browser. This
section walks you through the optimal Service Mate setup
for your browser.
¢ [nternet Explorer 4.0
¢ Internet Explorer 5.0 and 5.5
¢ Netscape Communicator 4.7

Step 2: Configuring the dial-up connection

Unsure of your connection type?

This section guides you through the See page 4 for some helpful hints in
preliminary configuration that allows determining your connection.

you to dial out to Service Mate.
e Windows 95/98
e Windows NT

Step 3: Connecting to the servers
This section shows you how to connect to the servers.
e Windows 95/98
e Windows NT

Step 4: Logging in
This section walks you through logging on to Service
Mate. After you've completed Step 4, you're ready to use
Service Mate.

If you are setting up Service Mate using an ISDN modem, see page 28 for
ISDN setup instructions. For a LAN, see page 29 for LAN setup instructions.
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Step 1: Setting up the browser

Step 1: Setting up the browser

Service Mate’s new graphical user interface (GUI) requires a browser with
128-bit encryption (see page 5). Service Mate supports the three browsers
listed below. To begin setup, turn to the appropriate page for your browser.

Internet Explorer 4.0 ..................... p.9

—— Internet Explorer 5.0 and 5.5...... p. 12

Ewplorer Netscape Communicator 4.7 ..... p. 15
Metzcape

Carnrunicatar

Optimized for Internet Explorer

Internet Explorer is the recommended browser for
Service Mate because it gives you greater functionality.
You can download the latest version of Internet
Explorer for free by pointing your browser to
www.microsoft.com/windows/ie and following the
instructions.

Note: Depending on your connection, it may take an
hour or more to download the browser.

Service Mate Getting Connected - Dial-up Connections | 8
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Internet Explorer 4.0

Before you begin, confirm that your browser has 128-bit
encryption as described on page 5.

From the Start menu in the lower left corner of your
screen, select Settings>Control Panel. Find “Internet” and
double-click the icon.

You will see the “Internet Properties” screen.

If you access Service Mate often, or if you use your
browser solely to access Service Mate, you may wish to
change your home page to the Service Mate address.
With your home page on Service Mate, your browser will
automatically open to Service Mate when you open your
browser. To change the home page, simply type
http://changefeature.com in the “Address” field.

From the “Internet Properties” screen, you'll need to
check the style sheet settings. Click the “Accessibility”
button.

Step 1: Setting up the browser

Mew Office Document

Open Office Document

Interret

B3 Contol Parel
[] Frinters

g ﬂ Taskbar...

dows 2o

| AT

Internet Properties

General | Securityl Contantl Connectionl F‘rogramsl Advancedl

—Home page
% *fou can change which page ta use for your home page.

Addiess: http: / ichangefeature.com

[Uze [Eorent | Uze Default Usze Blank

i~ Temparary Intermet file:

<y Pages you view on the Internet are stored in a special folder
@& Y for quick viewing later.

Delete Files Setlings.

— History

The Histary folder containz links ta pages pou've visited far
quick access to recently viewed pages.

Days to keep pages in histary: 20 3: Clear Histary |

Calors | Fants | Languages | Accessibility
oK I Cancel | Apply |

Accessibility EHE

On the “Accessibility” screen, make sure the “Format
documents using my style sheet” checkbox is un-
checked. This ensures that Service Mate is displayed
correctly.

— Formatting
™ lgnare colors specified on 'Web pages
™ Ignore font styles specified on 'web pages

™ Ignore font siges specified on 'Web pages

— User style sheet

™ Format documents using my style sheet

I Erawze.. |
| Cancel |

Click “OK” to return to the “Internet Properties” screen.
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Step 1: Setting up the browser

Click the “Security” tab. This brings the “Security” screen [ HE
to the front General  Sectrity |Enntant| Ennnectlnnl Prngramsl Advancedl

“f'ou can specify different security settings for different "zones" of Web

cantent.

Zone: I@ Internet zone j Beset |

~ Internet zon

This zone contains all'web sites you e Gitee
haven't placed in ather zanes —

Set the security level for this zone:

= High [most secure]
Exclude content that could damage your computer.

= Medium [more secure]
“wiam before running potentially damaging content.

© Low
Do nat warn befare running patentially damaging content.

Select “Custom.” & Custom |

E:z:aozaca:i;xg:t:tfiﬁgss you choose.
Click on “Settings” to bring the “Security Settings” screen |
tO the frOﬂt oK | Cancel | Apply |

Security 5ettings HE

Scripting ;I
Active scripting
{®) Enable
Q) Prompt
Dizable
Scriphing of Java applets
{®) Enable
Q) Prompt
D Disahle

it Downloads
% Uzer Authentication

Logon

@ Miscelaneous
E Submit non-encrypted form data

Scroll down to “Active scripting.” Make sure active script-
ing is enabled by clicking the “Enable” radio button.

Launching applications and files in an IFRARME
Installation of deskban items =

i~ Reset custom setting:

Beset to: IMediumsecurity j Pgset |

| Ok Cancel |

Click “OK” to return to the “Internet Properties” screen.

Internet Properties [ 7] ]

Click the “Advanced” tab. This brings the “Advanced”
screen to the front.

Generall Securityl Contantl Eonnectionl Programs ~Advanced |

E Browsing ;I

[0 Dizable script debugging

[ Show channel bar at startuplf Active Desktop is off)
Launch Channels in full screen window
Launch browser in full screen window

Use AutoComplete

Show friendly URLs

Use smoath scrolling

Enable page tranzitions

Browse in a new process

Enable page hit counting

Enable scheduled subscription updates

[0 Show welcome message each time | log on

EEERREOEOR

plorer on the Desktop [requires restart]
Scroll down to “Underline links” and make sure “Always” B e rks
is selected. If not, click once to select. S ho 5

FRestore Defaults
Ok I Cancel | Apply |
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Step 1: Setting up the browser

Internet Properties 2] %]

Genela\l Secuntyl Enntentl Ennnectlnnl Programs  Advanced |

5y Securiy =]
Enable Prafile Assistant
PCT 1.0
s5L20
55030
[ Delete saved pages when browser closed
O Do not save encrypted pages to disk
O *amif farms submit is being redirected
[ *amn if changing between secure and not secure mode
O Check for certificate revocation

Scroll down to the “Cookies” heading and select “Always ®g°§es _
waps accept cookies

acce pt COOkIeS . ? ) Frompt before accepting cookies

O Disable all cookie use

F’rint\ngl.vI
Cookies and security __% Sesiching -
Festore Defaults |

See page 5 for important information on accepting

cookies. |=|m< | Concel | oy |

Note that, as in this example, there may be other proper-

ties already checked. This is normal, so don’t change any
other settings than the ones specified here. Click “OK” to
save your changes.

Congratulations! Internet Explorer is now configured
to support Service Mate with a stand-alone modem
connection. You can nhow move to Step 2 on page 17.
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Internet Explorer 5.0 and 5.5

Before you begin, confirm that your browser has 128-bit
encryption as described on page 5.

From the Start menu in the lower left corner of your
screen, select Settings>Control Panel. Find “Internet
Options” and double-click the icon.

You will see the “Internet Properties” screen.

If you access Service Mate often, or if you use your
browser solely to access Service Mate, you may wish to
change your home page to the Service Mate address.
With your home page on Service Mate, your browser will
automatically open to Service Mate when you open your
browser. To change the home page, simply type
http://changefeature.com in the “Address” field.

From the “Internet Properties” screen, you'll need to
check the style sheet settings. Click the “Accessibility’
button.

On the “Accessibility” screen, make sure the “Format
documents using my style sheet” checkbox is un-
checked. This ensures that Service Mate is displayed
correctly.

Internet Properties

Step 1: Setting up the browser

% Windows Update

. Mew Office Document
—

=Y
B Open Office Document
PBrograms »
Favarites L3
@ Documents »

. Settings

&

[nternet
Options

ontrol Panel

rinters

B
Taskbar & Start Menu,
E

A
@ Eolder Options...
|
B

é ctive Deskiop 3

&
windows Update,

Log Off

Shut Down...

General | SECurityl Eontentl Eonnectionsl F'mgramsl Advancedl

—Haome pag
% “Y'ou can change which page to uze for your home page.

Addiess: hitp: //changefeature.com

52 Eorrert | Use Default Use Blank

r— Temporary Intemet file:
< Pages you view on the Internet are stored in a special folder
@& Y for quick wiewing later.

Delete Files... Settings...

— Histary

The History folder contains links to pages pou've visited, for
quick access to recently viewed pages.

Diaps to keep pages in history: 20 3: Clear History |

Calars.. | Fants... | Languages..l Accessibility...

Ok I Cancel | Apply

Accessibility 7] x|

— Foimatting
[~ lgnore colors specified on 'Web pages
™ Ignore font styles specified on ‘web pages

™ Ignore font sizes specified on ‘web pages

—User style sheet
[~ Fomat documnents using my style sheet

Shyle sheet

I Erowse.. |

| Cancel |

Click “OK” to return to the “Internet Properties” screen.
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Click the “Security” tab. This brings the “Security”
screen to the front.

Click “Custom Level” to bring up the

Step 1: Setting up the browser

Internet Properties EE
General  Security |Enntant| Ennnectlnnsl F'mgramsl Advancedl
Select a Web content zone to specify its security settings.

s 0 @

Local intranet  Trusted st Restricted
sites

Internet
This zone containz all*Web sites you
haven't placed in other zones

— Security level for this 2one
Move the siider to et the security level for this zone.
- I - Medium
- Safe brawsing and still functional
- Prompts before downloading potentially unzafe content
- Unsigned Activex controls will not be downloaded
- Appropriate for most Intemmet sites

Sites... |

“Security Settings” screen.

Scroll down to the “Cookies” heading and select “Enable’
for both statements under “Cookies.”

Cookies and security

See page 5 for important information on accepting
cookies.

Scroll down to the “Scripting” heading and select

i LCustom Level.. !l Derauibleyel

Ok I Cancel | Apply |
Security Settings 7| x|
Settings:
E Cookies d
@ Allow cookies that are stared on pour computer
) Disable
{® Enable

Q) Prompt J

@ Allow per-session cookies [not stored)
) Disable
{® Enable
Q) Prompt
Downloads
@ File download
) Disable

{® Enable
[@1% Cowt Aemvinnlmnd i
4] | »

— Reset custom setting: I

Jil=ra 0y Security Settings 2] x]

Settings:

Scripting
Active scripting

“Enable” under “Active scripting.”

Click “OK” to return to the “Internet Properties” screen.

) Dizable
(& Enable
O Prompt
OV paste Dperaons via scrpt
) Dizable
(& Enable
O Prompt
Scripting of Java applets
) Dizable
(& Enable
O Prompt
ﬁ l523[ Authentication ﬂ

[p—
j Reset |

— Rezet custom zetting

Beset to: IMed\um

: ok il Canicel |
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Step 1: Setting up the browser

Internet Properties EE
Then click the “Advanced” tab to bring the “Advanced” Banersl| Secusy| Content| Comections | Programs Advarced |
screen to the front. Sefings:
Show friendly HTTF eror messages :I

O Show friendly URLs
Show Go button in Address bar
7] b et Esnloier on the desktop

Underline links
@ Always
O Hover
O Mever

[ | Use nline AutoComplete for 'web addresses

Scroll down to “Underline links” and make sure “Always”
is selected. If not, click once to select.

Note that, as in this example, there may be other proper-

ties already checked. This is normal, so don’t change any B e e o amrte i indons sl
other settings than the ones specified here. ) T oo BesedFIP

: & Printing
Search from the Address bar

Click “OK” to save your changes. ["ok || cancel | omy

Congratulations! Internet Explorer is now configured to
support Service Mate with a stand-alone modem con-
nection. You can now proceed to Step 2 on page 17.
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Step 1: Setting up the browser

Netscape Communicator 4.7

Service Mate is designed to work best with Internet
Explorer. For information on how to download Internet

Explorer for free, see page 5.

Launch Netscape Navigator.

Select “Preferences” from the Edit menu.

Select “Navigator” in the “Preferences”
sidebar.

If you access Service Mate often, or if you use
your browser solely to access Service Mate,
you may wish to change your home page to
the Service Mate address. With your home

page on Service Mate, your browser will
automatically open to Service Mate when you
open your browser. To change the home
page, type http://changefeature.com in the
“Location” field.

Select “Advanced” in the “Preferences”
sidebar.

Make sure these checkboxes are checked:
e “Enable Java”

Metzoape
Cornrnunicator
Preferences E
Lategory:

= &ppearance Specify the home page location

- Fonts

Mavigatar starts with
SR M avigatar " Blank page

Languages & Home page

- Applications

- Smart Browsing  Last page visited
[ Mail & Newsgroups I Home page
G- H‘D;ng Aocess IV Clicking the Home button wil take you ta this page.
e .y
[#- Offline I| Location: Ihltp:.d'.'"changefeature_com
[ Advanced

‘ Use Current Page | Browse |
Histary
History iz a list of the pages pou have previously vizited
Fages in history expire after: (9 days Clear Hizstory
Location Bar History
’7 Clear the list of gites on the location bar. Clear Location Bar ‘
oK. I Cancel | Help |
Lategory:

- Appearance
: - Fonts

hange preferences that affect the entire product

¢ Calors

[=I- Mavigatar ¥ Automatically load images

. Languages ¥ Enable Java
Applications

- Smart Browsing ¥ Enable JavaSciipt

¢ “Enable JavaScript”
¢ “Enable style sheets”

Select “Accept all cookies.”

(- Mal & Newsgroups ¥ Enable JavaSeript for Mail and News
-- Foaming Access

Compaser

¥ Enable style shests

e
™ Send emai address as anonymous FTP password

- Cookie

Cookies and security

See page 5 for important information on
accepting cookies.

& hccept all cookies
i hecept only cookies that get sent back to the originating server

" Disable cookies

I Warn me before accepting a cookie

o]

Cancel Help
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Step 1: Setting up the browser

Select “Appearances” and then “Colors” in
the Preferences sidebar. il _
- Appearance Change the colors in vour display
- Fonts
& Colorsd ~ Color Link:
(= Mavigatar Test: -l Unwisited Links -l
- Languages ) .
- Applications Background: gl Wisited Links: I
« . . » . M---.IS&m:rl Brawsing ¥ Use ‘Windows colars ¥ Underline links
Make sure the “Underline links” checkbox e
IS Ch ec ked . g gm:w Sometimes a document will provide its awn colors and background.
[#- &dvanced I~ &hwayps use my colors, overiding document
Click “OK” to save your preferences. ! oK | Cancel Help

Congratulations! Netscape Communicator is how
configured to support Service Mate with a stand-alone
modem connection. Now you can move to Step 2 on
page 17.
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Step 2: Configuring the dial-up connection

Step 2: Configuring the dial-up connection

Windows 95 or 98
If you are using Windows NT, please see page 20.

In this step, you set up your computer to dial in to the
Service Mate servers. This allows your computer to
connect, via modem, to Service Mate. Follow the instruc-
tions on the next few pages to set up the connection.

From the Start menu: in Windows 98, select
Programs>Accessories> Communications>Dial-Up Net-
working. In Windows 95, select
Programs>Accessories>Dial-Up Networking.

The “Dial-Up Networking” window will appear.

From the “Dial-Up Networking” window, click the “Create”
button or double-click the “Make New Connection” icon.
(Depending on your version of Windows, you may have
only one or the other.)

The “Make New Connection” screen will open.

Note on screen shots

The images in this section and in
Step 3 are from Windows 98. If you
are using Windows 95, your
screens may differ slightly, but the
steps remain the same.

b ake New
Conrection

Make New Connection

Type a name for the computer you are digling:

At the top, type in a name for the connection, for
example, “Service Mate.”

The “Select a device” panel allows you to select the

IS ervice Mate

modem that you want to use for this connection. In most
cases, your computer will have only one modem, or the
computer will have selected the default modem for this
connection. If you wish to change the computer’s selec-
tion, click the appropriate selection on the dropdown
menu.

Click the “Next” button.

Select a device:
| standard 56000 bps 30 Modem =l
LConfigure..

< Back I Mext > I Cancel
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Now fill in the area code and telephone number panels.

Enter the access number: 888 960-4813. This telephone
number provides access to the Service Mate servers.

The country code should already be set for “United States
of America (1).” If not select it from the dropdown menu.

Step 2: Configuring the dial-up connection

Make New Connection

Type the phone number for the computer you want to call:

Area code: Telephone number:
jss =] - |se0-4313

Country or region code:
IUnilEd States of America [1) LI

Click “Next.”

< Back I et > I Cancel

Your screen will now indicate that you've successfully
created a new connection.

Click “Finish.”

Make New Connection

Your computer will have placed a new icon in the “Dial-
Up Networking” window.

Right-click on the icon and select “Properties.”

Y'ou have successhully created a new Dial-lp Metwarking
connection called:

Click Finish to save it in your DialUp Networking folder.
Double-click it to connect

Ta edit this connection later, click it, click the File menu
and then click Properties

Dial-Up
Networking

Connect

Create Shartcut
Delete
Rename
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In the Service Mate properties window, click on the
“Server Types” tab to bring the “Server Types screen to
the front.”

Under “Advanced options,” only “Enable software

Step 2: Configuring the dial-up connection

Service Mate K E

General Server Types |Scr|ptmg| Multlhnkl

Tupe of Dial-Up Server:

IF‘F‘F‘: Internet, ‘Windows NT Server, Windows 98 j

- Advanced options:

compression” should be checked. Uncheck any other
options.

Under “Allowed network protocols,” only “TCP/IP” should
be checked. Uncheck any other protocols.

Click “TCP/IP Settings” to open the “TCP/IP Settings”

™ Log on to netwark
V¥ Enable software compression
I Require encippted password

I Require data enciyption

™ Record alog file for this connection

screen.

Make sure that “Use default gateway on remote network”
is checked.

Click “OK” to save your changes to this screen.

I Aloned network pratosok: |

™ NetBELI

™ IP%/5P% Compatible

@ 1come T ]

|
Cancel |
TCPAP Settings EHE
+ Server assigned IP address
" Specify an I address
| P addiess: o0 0o.,0

+ Server assigned name server addresses

" Specify name server addresses
Frimarny DS o0 0.0

Senordan DINE: o . o0.0.0

=
=]
o

Eimarysal S 0

Secondan WiING: o, o0 ,0.0

¥ Use P headsr compression

¥ Use default gateway on remote network

Click “OK” in the Service Mate properties window to save
those changes and return to the “Dial-Up Networking”
window.

You are ready to move to Step 3 on page 23.

Creating a shortcut on your desktop

If you use Service Mate all the time, you may wish to put
the dial-up icon on your desktop. From the “Dial-Up
Networking” window, place your mouse over the “Service

Mate” icon and right-click. You will see a dropdown menu.

One of the options is “Create Shortcut.” Click on this
option. Your computer will ask if you'd like a shortcut
placed on your desktop. Click “Yes.”

Service Mate Getting Connected - Dial-up Connections | 19
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Windows NT (version 4.0, service pack 3 or higher)
If you are using Windows 95 or 98, please see page 17.

In this step, you set up your computer to dial in to the
Service Mate Terminal Server. This allows your computer
to connect, via modem, to Service Mate. Follow the
instructions on the next few pages to set up the
connection.

From the Start menu, select Programs>Accessories>
Dial-Up Networking.

The “Dial-Up Networking” screen will appear.

Click “New” to create a phonebook entry for Service
Mate.

The New Phonebook Entry Wizard appears.

Name the new entry “Service Mate.”

Step 2: Configuring the dial-up connection

2L Dial-Up Networking
Phanebook entry to dial
IMyD\aIUpServel j
HMare -
Phare number preview:
Dialing fram:
[Hew Location =l
Location..
Mew Phonebook Entry Wizard [x]

Dial-Up Metworking connects pou to remote netwaorks
using your modem, ISON, or ather WiAN adapter. This
wizard helps pou create a phonebook entry that stores
the seftings needed to connect to a particular remote

nietwork.

Mame the new phonebook entry:

Click the “Next” button.

[Service Mate

I~ 1 know all about phonebook entries and
wold rather edit the propertiss directly

On the next screen that appears, make sure all the
checkboxes are unchecked.

Click the “Next” button.

< Back Meat > || Cancel

& ko bepe login infarmation after connecting, or to
know TCPAP addresses before dialing.

< Back I Mest > || Cancel
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The next screen will prompt you to enter the Service Mate
phone number.

If the screen looks like the one to the right, check the

Step 2: Configuring the dial-up connection

Phone Number

“Use Telephony dialing properties” checkbox.
The screen will change to the example immediately
below.

The country code should already be set for “United States
of America (1).” If not, select it from the dropdown menu.

Enter the access number: 888 960-4813. This telephone
number provides access to the Service Mate servers.

Enter the phone number of the disl-up server you are
calling. Altemate phone numbers, if any, are disled
automatically if the primary phone number cannot be
tsached. They may also be used to set different
numbers on individual multifinked ISON lines.

Ehaone number.

Alemates...

I ™ Use Telephony dialing properties I

< Back I Mest > I Cancel |

Enter the phone number of the dial-up server you are
calling. Altemate phone numbers, if any, are disled
automatically if the primary phone number cannot be
weMgH. They may also be used to set different
numbals on individual multifinked ISON lings.

Country code:

United States of America (1] =

| [su-asw El
—

Alemnates...

W Use Telephory didling properties

Click the “Next” button.

Your screen will now indicate that you've successfully
created a new connection.

Click “Finish.”

< Back I Mest > il Cancel |

New Phonebook Entry Wizard [X]

Your computer will return to the “Dial-Up Networking”
screen. You will find “Service Mate” added to your
phonebook entry menu.

Click the “More” button to open the dropdown menu.
Choose “Edit entry and modem properties” from the
menu.

That's it

Press Finish to save ‘Service Mate',

< Back

&l Dial-Up Networking

Phonebook entry to dial

ISerwce Mate

Phone number preview.

|1 838 960-4513 Delete entry...

Creats shortcut to entry

Dialing fram: Moniter status...

[Mew Location
Operator assisted ar manual dialing

User pieferences.

Help

Dial Close
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Step 2: Configuring the dial-up connection

The “Edit Phonebook Entry” screen will appear. Select the I HEi
“Server” tab. Basic Sever | Goipt | Seouiy | x5 |
Dialup server type:

[PPP: Windows NT, Windowss 35 Plus, Intemet =l

Make sure the “TCP/IP” checkbox is checked. The other rp—
checkboxes should be unchecked. e | 7 TP m

™ IFR/SPX compatible
™ MetBELI

™ Enable software compregtion
™ Enable PP LCP extensifns

Click “TCP/IP Settings” to access TCP/IP options. S |

PPP TCP/IP Settings [7]x]
' Server assigned |P addiess
— Specily an IP address
| =ddress: 0.0 1) 0

% Server assighed name server addiesses

i~ Specify name server addiesses

Piimery NG [T-0. 0 0
SecordeapDNE: L0000
P e [0 0.0
Seconda wiiG .0 0 0

Make sure “Use default gateway on remote network” is
CheC ked. ¥ Use IP header compression

-I Use default Hatewai an remote hetwork. I
Click “OK” to save your changes. 3 cercel_|

Once back on the “Edit Phonebook Entry” screen, click
“OK” save your changes on that screen.

L Dial-Up Networking

This returns you to the “Dial-up Networking” screen.
You are ready to move to Step 3 on page 25.

Phone number preview:

[ 1 066 9504813

Dialing fram:

[Hew Location =l

Location.
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Step 3: Connecting to the servers

Step 3: Connecting to the servers

Windows 95 or 98

If you are using Windows NT, please see page 25. Note on screen shots

The images in this section are from
Windows 98. If you are using
Windows 95, your screens may
differ slightly, but the steps remain

This step shows you how to connect to the Service Mate
servers that house the Service Mate application. Your
computer will dial in to Service Mate and access the
servers with a user name and password you'll set up in

this step. the same.
From the “Dial-Up Networking” screen (or your desktop, if e “a
you've created a shortcut), double-click on the Service o —
Mate icon you created in Step 2. .,Da,“
El B,
i

Service Mate

A

=¢ Connect To EE
This opens the “Connect To” screen. Type this information .
in the appropriate field. oF  SeviceMae
User name: matesys (all lowercase) ~} T
Password: matesys (all lowercase) J Password [
v Save pazsword
Check the “Save password” checkbox. You won’t have to
retype the user name and password each time you dial in. Phone pumber; |1 398 3604313
) ] . Dialing from: INew Lacation LI Dial Praperties. ..
Click the “Dial Properties” button. I—l—II
’WI Cancel |

Dialing Properties 2|
Review the information on this screen. It should reflect the iy Locations |
specifics of your organization’s telephone connections. I am disfing fom
W Mew... | Hemove |
| am ir this countyregion: Area code:

IUnited States of America j |84? Area Code Rules... |

—hen dialing from here

If you dial “9” to access a long-distance outside line, e ——————
enter 9 in the “For long distance calls, dial” field. For ocal calk, dial .

For long digtance calls, dial - |9

If your line has call waiting, check the box marked “To
disable call waiting, dial:” and choose the code from the
dropdown menu (usually *70).

[~ Todisable call waiting, dial: 0, -

Dial using: ' Tonedial © Pulse dial

™ Forlong distance calls. use this calling card:

|Nane (Direct Dial] | Caling Card... |

Mumber to be disled: 9 1 888 960-4813

Click “OK.” This will take you back to the “Connect To”
screen.

[ ok Cancel | Apply |
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Step 3: Connecting to the servers

=# Connect To EHE

B
Service Mate

Imatesys

User name:

Password: I

Review the telephone number to make sure it is correct.
The number should be 1-888-960-4813 with whatever

V¥ Save pazsword

prefixes you defined in “Dialing Properties” (in this ex- Phone pumber. |3 1898 9604813
ample, a “9”). Dialing from: INew Laocation j Dial Properties...l
Click “Connect.” Your computer will begin connecting. i Connect I Cancel |

Your computer will access the modem and dial out to = ¢ Connecting to Service Mate
connect to the Service Mate servers. A screen like this will Status: Diding... carcel_|
show you the status of your connection.

=+ Connected to Service Mate

Once the connection is established, you may see a

. . . . « . & Connected at 28,800 bps
connection screen like this one. Click “OK” and proceed 2 raton 0000124
to Step 4 on page 27- Bytes received: 500 MI

Butes zent; BES Details »» |

If you don’t see the connection screen, look at the taskbar

at the bottom right corner of your screen. If you see this 1
icon, you're connected. You can open the connection 414 PM
screen by double-clicking the icon. ||<B B«
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Windows NT
If you are using Windows 95 or 98, please see page 23.

This step shows you how to connect to the Service Mate
servers that house the Service Mate application. Your
computer will dial in to Service Mate and access the
servers with a user name and password you'll set up in
this step.

On the “Dial-Up Networking” screen, make sure Service
Mate is the selected phonebook entry. If not, select it from
the dropdown menu.

Click “Location” to confirm your dialing properties.

Review the information on the “Dialing Properties” screen.
It should reflect the specifics of your organization’s tele-
phone connections.

If you dial “9” to access a long-distance outside line,
enter 9 in the “For long distance calls, dial” field.

If your line has call waiting, check the checkbox marked
“To disable call waiting, dial:” and choose the code from
the dropdown menu (usually *70).

Click “OK.” This will take you back to the “Dial-Up

Step 3: Connecting to the servers

25 Dial-Up Networking

Phaoneboak entyy ta dial:

Phane number preyisw:

[ 1 888 JE0-413

Dialing from:

INew Location =

Locatian.

Dialing Properties EHE
My Losations |
| am dialing from:
Mew Location hd New Hemove
| am in this country/region: Area code:
| United States of ameriea =] [847 #rea Code Rules
Wihen dialing from her 1
To access an outside line
For local calk, dial H
For long distance calls, dial |3
™ To disable call walting. dial <70, ¥
Dial using:  {* Tonedial " Pulse disl
™ For long distance calls, use this calling card
MNone [Direct Dial) |« Calling Card...
Mumber to be disled: 9 1 868 960-4813

Networking” screen.

Review the telephone number to make sure it is correct.
The number should be 1-888-960-4813 with whatever
prefixes you defined in “Dialing Properties” (in this ex-
ample, a “9”).

Click “Dial.”

'I i3 !l Caneel pply

&), Dial-Up Networking

Phaonebook entyy to dial:

[service Mate 2|
Hew More -

Phane number preview:

[3 1883 9804813

Dialing from:

INew Location j

I Dial I Cloze
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Step 3: Connecting to the servers

This opens the “Connect To” screen. Type this information

. . . Connect to Service Mate [ 2] %]
In the approprlate fleld Entertausternirrée and password with access to the
User name: matesys (all lowercase) ~} ——
Password: matesys (all lowercase) J e —
Domain |

Leave the “Domain” field blank. | e |

aK Cancel
Check the “Save password” checkbox. You won't have to o
retype the user name and password each time you dial in.
Click “OK.”

Your computer will access the modem and dial out to
connect to the Service Mate servers. A screen like this will
show you the status of your connection.

Dialing 3 1 8838 960-4813.

Once the connection is established, you may see a
connection screen. Click “OK” and proceed to Step 4
on page 27.

If you don't see the connection screen, look at the taskbar

at the bottom right corner of your screen. If you see this 1
icon, you're connected. You can open the connection 414 PM
screen by double-clicking the icon. HC:B B4
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Step 4: Logging in

Once you've completed Steps 1 through 3, you are ready
to connect to Service Mate. With the dial-up connection
you established in Step 3 still connected, launch your
browser. If http://changefeature.com is not your default
address setting, click the “Stop” button, type
http://changefeature.com in the “Address” bar and
press “Enter” on your keyboard.

Since Service Mate is a secure site, you may see a
security warning. Click “OK” to continue.

Soon, you will see a screen similar to the one on the right.

At this point, enter your login ID and password. (The login

ID is identical to the user name used on the older system. = |

A temporary password will be assigned at training.)

Step 4: Logging in

Stop

Click “Login.”

Note: the first time you log in, you will be asked to change
the temporary password. The system will walk you
through the password change, and you will use the new
password for 60 days. (Remember, you will be prompted
for a new password every 60 days.)

It will take a few seconds for the Service Mate home page
to load. While you wait, you will see the screen to the
right.

When the home page appears, you’ve successfully
logged in. Congratulations, you may now begin to use
Service Mate.

Turn to page 32 for more information on how you can put
Service Mate to work for you.

/3 Login - Microsoft Internet Explorer [ O[]
| Fle Edt View Favoies Tools Hep |
|29 AR e
Back Famward Stop  Refresh Home Search Favortes  History
JAgldress I@ hitps: ¢ /changeleature. com/pageslogin html j ﬁGU
|
Welcome
LoginID
<
J -|
[&] Done [ [ [ miems ~

|_tieip ] Th search | _Home | Logout IENCH] Hews

Welcome to
Service Mate

2] Dore |12 (@ Inemet 7

Having trouble?

If you're having trouble logging on
to Service Mate, contact your own
IT professional, or call the Help
Desk at 1-800-635-7371.
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Setting Up Service Mate: ISDN Connection

Setting Up Service Mate:
ISDN Connection

If you are using an ISDN line, follow the instructions in this
section. If you have questions on Steps 2 and 3, call the

Help Desk at 1-800-635-7371 and they will walk you See page 4 for some helpful hints in
through these steps. determining your connection.

Step 1: Setting up the browser

With the new Service Mate, you need a browser. The steps for setting up your
browser if you are using an ISDN line are identical to those for a stand-alone
modem connection. Go to page 8, identify your browser type, and follow the
instructions for setting up the browser.

Step 2: Configuring the dial-up connection
First, you will need to install the ISDN line with B channel data.

Next you will need to install a modem and associated software. This will
create another member in the modem selection list on your PC.

Next you will need to configure a dial-up connection. These steps if you are
using an ISDN line are identical to those for a stand-alone modem, with two
exceptions:

1. For Windows 95 or 98 users: when you “Select a device,” select the ISDN
modem instead of the V.90 or Analog modem.

2. For all users: when you enter the access number, type in the ISDN num-
ber: 800-649-9572, not the analog number: 888-960-4813.

Go to page 17 if you are using Windows 95 or 98 and page 20 if you are
using Windows NT and follow the instructions for configuring the dial-up
connection.

Step 3: Connecting to the servers

The steps for connecting to the servers if you are using an ISDN line are
identical to those for a stand-alone modem. The only difference will be that
you will make a connection to the server much more quickly than you would
over an analog dial-up.

Step 4: Logging in

The steps for logging in if you are using an ISDN connection are identical to
those for a stand-alone modem connection. Go to page 27 and follow the
instructions for logging in.
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Accessing Service Mate if You're Connected to a LAN

Accessing Service Mate if You’re
Connected to a LAN

If you have a LAN connection, follow the instructions in U f tion tvpe?
this section. It is strongly recommended that you consult
your network support personnel prior to configuring this See page 4 for some helpful hints in
connection. determining your connection.

Step 1: Setting up the browser

With the new Service Mate, you need a browser. The
steps for setting up your browser if you have a LAN
connection are identical to those for a stand-alone mo-
dem connection. Go to page 8, identify your browser
type, and follow the instructions for setting up the
browser.

There is one exception to the instructions above.
We recommend you do not change your home page to
the Service Mate address if you are setting up the
browser and you have a LAN connection.

Step 2: Configuring the dial-up connection

The steps for configuring the dial-up connection if you

have a LAN connection are similar to those for a stand-

alone modem connection. If you are on a LAN and are

using Windows 95, 98 or NT dial-up networking, you may

lose your connection while dialing up Service Mate. This

is because dial-up networking normally gets higher

routing priority than your LAN connection. Windows and

Windows NT can only have one default route so, although ) :

your LAN connection is still operational, the operating
system may not use it. Step 3 and 5 will provide you with
limited access to the LAN but you
should still be able to do network
printing. For instructions on how to
have complete access to the LAN,
contact the Service Mate Help
Desk for more detailed documen-

tation. Please follow these steps
before contacting the help desk.

Please try the steps below to maintain your LAN connec-
tion while dialing up to Service Mate; they should work for
most PC and LAN arrangements:

¢ Close any browsers that are open.

e Open any programs, such as your e-mail or a telnet
session that you will want to use while connecting to
Service Mate.

¢ Configure dial-up networking. Follow the instructions on
page 17 if you use Windows 95 or 98 or on page 20 if
you use Windows NT.

Step 3: Connecting to the servers

The first few steps for connecting to the servers if you
have a LAN connection are identical to those for a stand-
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Accessing Service Mate if You're Connected to a LAN

alone modem connection, with a couple of extra steps at the
end of the process. Go to page 23 if you are using Windows
95 or 98 and page 25 if you are using Windows NT and
follow the instructions for connecting to the servers. Then
return to this page and follow the steps below.

From the Start menu in the lower left corner of your screen,
select Settings>Control Panel. Find “Internet Options” and
double-click the icon.

Click on the “Connections” tab. This will bring the “Connec-
tions” screen to the front. If you are using IE 4.0, click on
“Connect to the Internet using a modem option. If you are
using IE 5.0 or 5.5, click on “Always dial my default
connection.”

Click “OK” and the “Internet Options” box will close.

If your browser is open, close it and then open it again. It
will immediately dial to the default connection.

Step 4: Logging in

The steps for logging in if you have a LAN connection are
identical to those for a stand-alone modem connection. Go
to page 27 and follow the instructions for logging in. Then
return to this page and follow the remaining step below.

Step 5: Final step for Internet Explorer users
(not necessary for Netscape 4.7 users)

From the Start menu in the lower left corner of your screen,
select Settings>Control Panel. Find “Internet Options” and
double-click the icon.

Click on the “Connections” tab. This will bring the “Connec-
tions” screen to the front.

If your browser is IE 5.0 or 5.5, click on “Dial whenever a
network connection is not present.”

If your browser is IE 4.0, click on “Connect to the Internet
using a local area network.”

Then close your dial connection and your open browser.
Reopen the browser and you will should retain your LAN
connectivity.

Test the LAN connectivity by trying to access applications
that you commonly use (e-mail, file and print servers etc.)

If you are able to connect to Service Mate, but have not
maintained your LAN connection contact the Help Desk at
1-800-645-7371. The Help Desk has more detailed instruc-
tions that can be used.
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Getting Around Service Mate

Now that you've set up Service Mate, here are some
helpful hints to get you started.

Special features of Service Mate
Help takes you
to the screen

appropriate to
your question.
Once in Help,
you can search
for keywords for
more information.

4} Service Mate - Microsoft Interme: Explorer

J File  Edit “iew Favortes Took Help

Getting Around Service Mate

Admin sends News sends you
you information items of interest,
from the system such as system
administrator, changes, train-
for example, ing opportunities
changes in and customer

Service Mate. —  meetings.

<:=.->.®Hf§‘5

Back Fariarnd Stop resh  Home

Q EH ¢ 9

Search Favortes  Hiztory Frint Edit

J.-’-‘«Qldress I@ https:f.-’changefeature.conl’pagesfhome.html j @GD
service Mate
|__Help ] TH Search| Home | Logout [EEL NS T Hews

Tutorial walks __
you through key
functions and
features of

Service Mate.

Visit Tutorial

when you first

get started.

Welcome to |
Ser‘"ce Mate updates to the status

Status Bar provides

of your network and
gives you a way to
communicate with the
system administrator.

|@ Danhe

|_|—é_|0 Internet 4

Getting started

Service Mate has a tutorial to help you get started. See
page 38 for information on how to use the Service Mate
Tutorial.

A Help function is also included for your questions. See
page 38 for more information.
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Making the Most of Service Mate

Making the Most of Service Mate

How can Service Mate help me?

Now that you know about new Service Mate, let’s take a
look at how you can leverage what you've learned. Here
are three examples of how you can use information from
Service Mate for your own reports.

[=her |t sewen] fome | tosor BRI LB T
[Speed Call Groups

Copying and pasting

You can copy and paste selected information into another
file. Let’s look at how you can copy the Speed Call
Groups list for distribution throughout your organization.

With the List Speed Call Groups page open on your
browser, highlight with your mouse the information you
want to copy.

] List system information [ 18 [@ Inemet 7

Choose Edit>Copy. This copies the information.

Then open the program you want the information copied i 8 T T o e L f‘fl

into (MS Word, in this example). Choose Edit>Paste. Your  [dms————— ——— 1 S
information will be pasted directly into the document, as I ]
illustrated in this example. (Note: Depending on your

browser and the program you’re copying the information .| Speed Call Groups

into, you may need to format the information.) o e TRt e

Screen captures T o i )

Sometimes you may want to “take a picture” of the screen
you’re working on. Use a screen capture for this.

To take a screen capture:

With the screen you want to capture open, hold down the

“Alt” key and press the “Print Screen” key on your key-

board. (It may be abbreviated to “prt scr” or something B RS TS
similar.) You have now copied the screen. =

-0 -8 2

L)
[EEZar

Open the program you want to put the screen capture in.
Click on Edit>Paste in the upper left corner. Your informa-
tion will be pasted directly into the document, as illus-
trated in this example. The screen capture is imported as
a picture into your document. (Microsoft Word, in this
example.)

L«o]» 1«

Adjusting a screen capture:

T T o ez e [ e e G |

N

You can adjust what’s included in your screen capture.
Click once on the screen capture to select it. You should
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Making the Most of Service Mate

see an outline and small squares in each corner. You can
drag the screen capture around your document.

(Note: Screen captures only save the visible information
on the screen. If a window contains lengthy text that you
scroll through, a screen capture won'’t copy all the
information.)

Printing | File
. . ' New 3 =
You may also want to print directly from your browser. Open.. Chledd =
Choose “Print” from the File menu (“Print Frame,” if you're Edit with Netscape Navigator -
; : SavE Bl F'fll"lt
using Netscape Communicator). S
If the page prints incorrectly (for example, printing only Page Setup...
the banner or navigation bar), your browser may have m
selected the wrong HTML frame to print. To correct this sznd g
. Ly . . Import and Export...
problem, click once within the text then print again. o
'roperties
‘whork Offline
Cloze
How can I find Service Mate without having to type in
the address each time?
. Favorites
The directions for setting up your browser (page 8) 4dd to Favoiites...

includes instructions for making Service Mate the default Drganize Favorites...
home page each time you open the browser.

Microzoft Internet E =plorer

Channels 4

e
_ . L]
You can also use the Bookmark/Favorites function of your
browser to save time accessing the login screen. With the [ Media v
login screen in Internet Explorer, choose Favorites>Add 2] MsN

to Favorites. The Service Mate login screen will be added €] ReaPlayer Home Page

to your list of favorites. In Netscape Communicator, the g ‘:EEE"B”'St
. . . . oCLments
equivalent menu option is Communicator>Bookmarks> &l C:n“emﬂte

Add Bookmark.

Do not set bookmarks for pages within Service Mate. The
pages are created dynamically and may change.
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How Is the New Service Mate
Different from the Previous
Version?

If you've been using an older version of Service Mate,
you'll be pleasantly surprised by it's new look and func-
tionality. The Service Mate GUI is designed to be easy to
use and works very much like a Web site.

It's fast and easy to use the new Service Mate. Rather than
wading through manuals to find the right codes, you can
make changes and see features with just a click of your
mouse. What's more, Service Mate has the tutorial and
help functions built right in, so you can teach yourself how
to adapt Service Mate to your individual needs. The result:
more time for you, cost savings for your company and
better telephone service for everyone.

4} Service Mate - Microsoft Intermnet Explorer

J File Edit “iew Favortes Tools Help |
j S A la & 3 o
Back Fanarnd Stop  Refresh  Home Search Favortes  History Frint Edit
JAgdress I@ https://changefeature. com/pages/home. himl j @GD
Service Mate
1 |__Heip | TH Search| _Home | Logout [ELEINENNNET T Hews
Welcome to
|&] Dore |_|—é_|0 Internet 4
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How Is the New Service Mate Different from the Previous Version?

Users of the previous terminal interface of Service Mate will find the naviga-
tion menu intuitive. But to ease the transition, here is a list of Service Mate
menus with corresponding commands from the old version.

¥ ChangeRearrange

O Line Features - clf
U SwisPRearrange - crs
O pthorization Codes - cac
Group Changes

O Call Pick Up Groups - *

O DN Hurt Groups - cdh
O GIC Groups - x

ol - %

|
*

U Speed Call Groups

* These Group Changes functions
are not available in Service Mate
release 1 (except for DN Hunt
Groups). Make all changes via the
Line Features function in the
Change/Rearrange application.

W ovnchiderity Line - asv

 Ordder Information

O sdvanced Crders - vao
O Batch Crders - vbc
U Daily Order Court - vde
U Failed Orders - vfo
O Oroler History - voh
U Order History Size - aoh
U pending Orders - vpo

WlistReports - all lists, including:
lca,
1sf,
1si,
1td, etc.

W Administer System

O Zall Pickup Text - cct
O Customer Contact Infa - acc
O Customer Defautts - ccd
O Directory Information - ¢di
O Directory Layout - cdl
D Pazzward Chanoge - apc
O Profile Customer Param - acp
O Uzer Group - cug
O Feature Count History - PEc
O User Options - new function
O hail Options - arc,
arm,
ara
asm

W Suhuser Options
O Change Subuser Opts - New function

O izt Subuser Opts - new function
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Frequently Asked Questions (FAQ)

Migration

How long will the existing Service Mate be supported?

The existing Service Mate application will be supported through the 3™ quar-
ter of 2001. After that, the only access to Service Mate will be through the new
GUI.

Will | still have the same capabilities in the new Service Mate?
You will have all of your existing capabilities as well as some additional switch
features.

Will I be able to use the old Service Mate and the new Service Mate at the
same time?

Once your user ID is converted to the new Service Mate, you will not be able
to access the old Service Mate with that user ID. Other user IDs that have not
been converted will be able to access the old Service Mate while you access
the new Service Mate.

Will | still be able to use my VT100 terminal?
No. You can only access the new Service Mate using a Web browser, such as
Internet Explorer.

What is the cost of the upgrade?
There is no charge for the upgrade to the new Service Mate or the associated
user training.

Setup and access

What if my PC does not meet the specifications for the new Service Mate?

If you can access the Internet and use a Web browser with your PC, you
should be able to use the new Service Mate. However, you may receive
limited support from the Service Mate Help Desk if your PC does not meet the
minimum recommended specifications.

Can | access the new Service Mate over the Internet?
Yes, there is a shorter set of instructions for accessing via the open Internet.

Training

How do I get scheduled for training?
Contact your account representative.

What information will I need when registering for training?

You will be asked for your name, company name, phone number, fax number,
e-mail address (if you have one), desired location of training, the switch type
you work on and your Service Mate user ID. Each person registering will be
required to have his or her own user ID.

Do | have to attend training?

Training on the new Service Mate is highly recommended. If you choose not to
attend, you will need to complete and send a Training Declination Form
requesting that your user ID be activated for the new GUI.
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User IDs and passwords

Will | still be able to share a user ID with other people?
Sharing user IDs is not allowed for security reasons. It is recommended that
you contact the Help Desk at 1-800-635-7371 to get individual user IDs.

Will I get a new user ID or password for the new Service Mate?

After training, your existing user ID will be converted to allow access to the
new Service Mate. You will receive a new, temporary password. Use this
temporary password the first time you login. At your first login, you will be
prompted for a new password, which will remain in effect for the standard 60
days.

What if | forget my user ID or password?
Simply contact the Help Desk at 1-800-635-7371.
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What If | Need More Information?

Service Mate Help and Tutorial

Service Mate has a tutorial to walk you through
Service Mate’s features and functionality, and a
help function to answer your questions while
you’re within Service Mate. The tutorial and
help functions work in tandem with Service
Mate, so you have all the information you need
in one place.

The Service Mate Tutorial and Help function
show you how to customize Service Mate to
your needs and focus on your business.

The Service Mate Tutorial explains key features
of Service Mate and offers helpful hints, a
walking tour, even ideas on how to apply
Service Mate’s functions to your business.

Take the walking tour to get more comfortable
with using Service Mate.

/3 Help Function - Microsoft Internet Explorer

J File  Edit “iew Favoites Tools Help

/3 Tutornial - Microsoft Internet Explorer

J File Edit ‘“iew Favoites Toolz Help

[-=> DA 53

Welcome to the Service Mate
tutorial. This tutorial gquides you
from the very basics of Service
Mate to step-by-step instructions
for the most involved tasks.

Start with a walking tour to
show you around Service

Mate, O

F] change /Rearrange
: Move, add and delete
features on your phone and
system.

a*

£, Synch/Verify Line

("j-'n i Update your database to
“match the central office

it

Group Changes
Wake changes on a group
of telephone numbers.

.

Service Mate Tutorial

Site Map | FAQ | | Tutorial Topics hd

Take control with some
common Centrex tasks.
* Yoice Mail

& Setting Up a phone

Ideas and Applications

Get ideas for using
Service Mate ...

.. In your industry
* Healthcare

* Education

* Financial Services
* Government

... for your business
problem
* Service Mate solutions

=

s eiall= 1]

-

Index I Search I

Type in the keyword to find:

ET—

I Help Home > Administer System = Call Pickup Teut

ARB j

AbhreviatediDelayed Ringing Time
ACH

Account Code

A0

ACO Motification Busy Limit

ACO Mumber of Kevs

ACOMBL

ACOMLUIM

ACOL

Add-on module

Additional Call Offering
Administer Customer Contact Info
Administer iail

Administer menu

ADRTIME

Advanced Intelligent Metwork
Advanced Orders

AFC

AFCHLIM

Al

Allow Analog Emergency Override
AMAIL

announcement treatment
AMSB

Answeer Back

ARS

Attendant Busy Verify Barge-in
ALID

<| I

=n

Call Pickup Text

Call Pickup text is a text description used to identify Call Pickup Groups
({CPUGs) more easily. The description can be 24 characters long {including
spaces, commas and periods) and can mix uppercase and lowercase
letters. Be consistent with entries so you can search for the information
later.

Example: Ryan's accounting team

okelated Help Topics

Create Call Pickup Text

Remove Call Pickup Text

Add Mumbers to Call Pickup Groups (CPUGS)

erlated Tutorial Subjects

Call Pickup Test Overview

l_ l_ |Q Intermet

Service Mate’s
handy help
function is
context-based
and works like
many other
Windows-based
help functions.
Click on “Help”
from within
Service Mate,
and the appropri-
ate topic will
appear.

Internet Explorer
users will see a
search screen on
the left where
they can search
for a particular
help topic.
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Tutorial Home

Walking Tour
* Service Mate Benefits
* Get Started

"1 Change/Rearrange
{ ‘1]  Overview
M ¢ Line Features
e Add/Remove Features
(Analog Lines)
e Add/Remove Features (ISDN
and Business Sets)
e Add/Remove Call Appearances
(ISDN)
¢ Add/Remove Directory
Numbers (Business Sets)
e Copy Features
¢ Move Features
e Change Directory Information
e SWAP/Rearrange
e Authorization Codes
e Helpful Hints

2 Group Changes
m e Overview
‘% * Directory Number Hunt Groups
£ & Synch/Verify Line
£d

P,
(A o

o

Order Information
e Overview
e Advanced Orders

e Batch Orders

¢ Daily Order Count
e Failed Orders

e Order History

e Order History Size
e Pending Orders

e Helpful Hints

What If | Need More Information?

Here is a map of the Service Mate Tutorial’s contents.

i List/Reports
{ e Overview
= * Helpful Hints

%™ Administer System
& e Overview
. e Call Pickup Text

e Customer Contact Information
e Customer Defaults

¢ Directory Information

¢ Directory Layout

® Password Change

¢ Profile Customer Parameters
e User Group

¢ Feature Count History

e User Options

¢ Mail Options

e Helpful Hints

Subuser Options

e Overview

e Change Subuser Options
e List Subuser Options

e Helpful Hints

Quick Tips
¢ \oice Malil
e Setting Up a Phone

Ideas and Applications
¢ In Your Industry
— Healthcare
— Education
— Financial Services
— Government
¢ For Your Business Problem
— Service Mate Solutions
e For Businesses of Your Size
— Small Business
— Medium-Sized Business
— Large Business

Frequently Asked Questions

Miscellaneous
e Customization Control Panel
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Help Desk

For those times you can't find the answer to your question
in Tutorial or Help, call the Help Desk.

Help Desk: 1-800-635-7371
7:30 a.m. to 4:30 p.m. CST, Monday through Friday

Note: If you need assistance outside of normal Help Desk
hours, leave a voice mail message at the telephone
number above. You will receive a response the morning of
the next working day. For emergency assistance, please
call the same number and follow the prompts to have
someone paged.
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