COSTLEY ENTERTAINMENT
SERVICE REQUEST GUIDE




How to submit a ticket

There are two ways you can submit a ticket to request service.

1. When the QR code for your game is scanned it will take you to the FAQ page for that game.
(Alternatively you can navigate to https://ceapp.us/fag/ in your computer or mobile browser
and locate your game in the list)

Once you have reached the FAQ page, scroll to the bottom and click on the link that says Get Help

Common Fixes

1. Turn the game off for 60 seconds, and then reapply power.
2. Verify the card reader / coin mechs are operating correctly and coin up on use. Machine will make a noise on successful coin up

Need Additional Support?

® Manual

| o Get help |

2. You can navigate to https://ceapp.us/help/ in your computer or mobile browser.

Both methods will lead you to our ticket landing page.


https://ceapp.us/faq/
https://ceapp.us/help/

The Landing Page

Once you have arrived at the landing page, you will have three options to choose from:

1. Create Ticket
2. View My Ticket List
3. Display Ticket From Track ID

[+] =
CREATE TICKET VIEW MY TICKET LIST DISPLAY TICKET FROM
TRACK ID

Creating a Ticket

In order to create a service request ticket, click on the button labeled “Create Ticket”.

L+
CREATE TICKET

This will take you to the ticket creation page, where you will have multiple information boxes that will
need to be filled out.

New Ticket

This form allows you to record a support ticket in our management system.

Email
Request type Please Select Location v
Severity Normal -
Group Please Select Your Game / Network Issue +
Subject
Please accurately describe the problem. Provide the most information possible to allow us to comrectly identify your request
Message
A

No attached files
Altached files T

| Choose File | Mo file chosen ATTACH THIS FILE
Phone #

NEW TICKET



In the Email box, type in the email that will be used to track the ticket progress and correspond with the
help desk. Without this information we cannot provide you with updates on the status of your service
request ticket.

Email

Request type Please Select Location v
Severity Marmal v

Group Please Select Your Game / Network Issue -

The Request type field is a drop-down box with a list of locations. Click on the arrow on the right side of
the box and select your store location from the drop-down list.

Email

Request type Please Select Location v
Severity Maormal v

Group Please Select Your Game / Network Issue -

The Severity drop-down box allows you to tag your service request ticket with one of four options to
indicate the severity of the issue. The options are Low, Normal, High, and Critical/Blocking. Issues that
would be considered Critical/Blocking are things that immediately disable the functionality of your game
room such as an internet outage or kiosk issue.

Email

Request type Flease Select Location v
Severity Mormal -

Group Please Select Your Game / Network Issue -

The Group drop-down box has a list of games and equipment. Click on the arrow on the right side of the
box and select the game machine or piece of equipment you are requesting service for.

Email
Request type Please Select Location v
Severity Normal v

Group Please Select Your Game / Network Issue -




The Subject and Message text fields function the same as an email message. Enter the subject of the
message in the Subject field. In the Message field, enter a detailed description of the issue you are
requesting service for. Include as much information as you can and any steps you might have taken to
resolve the issue before you submitted a service request ticket.

Subject

Please accurately describe the problem. Provide the most information possible to allow us to cormectly identify your request.

Message

The Attached Files line allows you to attach any images or files that might be helpful in resolving an
issue or more clearly represent a description from your message. Types of files might include a picture
of a broken piece of equipment, picture of a part or part number from a manual, short video of the
issue, etc. To upload a file, click on the Choose File button and select the file to be uploaded from your
device.

Mo attached files

Attached files

| Choose File | No file chosen ATTACH THIS FILE

Once you have selected the file you want to upload, click on the button to the right that says Attach This
File.

Mo attached files

Attached files —
| Choose File | No file chosen ATTACH THIS FILE

When your file has successfully uploaded, the file name will now appear above the Choose File box.

B AttachThisFile.png |B

Attached files -
| Choose File | No file chosen ATTACH THIS FILE

You can upload multiple files of different types. If you have selected the incorrect file and need to
remove the attachment and try again, click on the small trash can icon next to the file you want to
remove.

= AttachThisFile.pngE

Attached files —
| Choose File | No file chosen ATTACH THIS FILE



In the Phonet# field, fill out the best phone number to get in contact with you. Our help desk may need
to contact you with requests for more information or clarity on an issue.

Phone #

NEW TICKET

Once you have completed filling out all the information, click on the New Ticket button at the bottom of
the page.

Fhone #

NEW TICKET

When your ticket submission is complete, you will be returned to the landing page. There will be a box
on the top right corner of the screen that contains your Ticket ID and Reference Number.

x
A new ticket has been created with|ID 982krc66leS5kp8fk and Ref TS2011-0557] |
Please keep the tracking number that we might ask you later.

You will need to copy these numbers and save them, as they are important for tracking the progress of
your service request.

Viewing Your Ticket List

To view your list of tickets, click on the button labeled “View My Ticket List”.

=
—

VIEW MY TICKETLIST

This will take you to a form submission page where you will need to fill out two pieces of information.

Please enter ticket tracking D

One of your tracking ID

Email

VIEW MY TICKET LIST



Enter the tracking ID of any of the tickets you have created in the One of your tracking ID field. The
tracking ID is the number you copied and saved from the alert box after your ticket was created.

|0ne of your tracking ID |

Email

VIEW MY TICKET LIST

Next, enter the email that you used when creating the ticket associated with that tracking ID in the

Email field.

One of your tracking ID

Email

VIEW MY TICKET LIST

Once both fields are filled out, clock on the View My Ticket List button.

One of your tracking ID

Email

VIEW MY TICKET LIST

If the information entered matches the information on the ticket, you will be taken to a list page that

shows all the tickets associated with the email.

List of tickets.

Date ~ Ref. Subject Type Taglcategory Severity Author  Phone# Status

11/06/2020 03:33 PM TS2011-0557 Test Message Tuisa Warehouse Kiosk Normal Email

Costiey Entartainment

The drop-down lists at the top of each column as well as the header of each column allows you to sort
your list by your chosen criteria. Simply select an option from a drop-down list or click on one of the

column headers to sort your tickets.

Date - Ref. Subject Type Tag/category Severity Author Phone # Status

11/06/2020 03:33 PM TS2011-0557 Test IMessage Tulsa Warehouse Kiosk Normal Email



Displaying Your Ticket

To view the contents of your ticket, click on the button labeled “Display Ticket From Track ID”.

=]
DISPLAY TICKET FROM
TRACK ID

This will take you to a form page with two pieces of information to fill out.

Public Tracking ID

Email

VIEW TICKET

Enter the tracking ID in the Public Tracking ID field.

Public Tracking ID

Email

VIEW TICKET

Enter the email associated with the tracking ID in the Email field.

Public Tracking ID

Email

VIEW TICKET

Click on the View Ticket button.

Public Tracking ID

Email

VIEW TICKET




After clicking the button, you will be taken to a details page with information related to the ticked
associated with the ticket ID you entered.

Ref. TS2011-0557
Public Tracking 1D 982krc66leSkpsTk
Subject Test Message
Status Unread

Type Tulsa Warehouse
Tag/category Kiosk

Severity Normal

Creation date 11/06/2020 03:33 PM
Author test@test.com
Assigned to

Progression 0%

View my ticket list ADD A MESSAGE CLOSE TICKET
n Message list
Initial Message:
Test Message
Message list User
i 11/06/2020 03:33 PM Customer

Author: Ticket T$2011-0557 created

Gostiey Entertainment

At the top of this landing page is your ticket information header. This area contains all the information
that was filled out during the ticket creation process as well as a few additional details. The two
important sections are the Status line and the Assigned to line.

Ref. TS2011-0557

Fublic Tracking 1D 962krc66leSkpsik
Subject Test Message

Status Unread

Type Tulsa Warehouse
Tag/category Kiosk

Severity Narmal

Creation date 11/06/2020 03:33 PM
Author testi@test.com
Assigned to

Frogression 0%



The Status line shows what the current status of this ticket is. The status itself depends upon the action
taken by the help desk and could be one of the following: Unread, Read, Assigned, In Progress, Closed.
The Assigned to line shows what technician is assigned to the ticket.

Below the ticket information header are three options. View ticket list, Add a message, and Close
Ticket. The View ticket list link will take you to the list of tickets associated with the email address that
created them, same as the option from the primary landing page.

View my ticket list ADD A MESSAGE CLOSE TICKET

The Add a message button will take you to a screen that allows you add additional information to a
ticket.

View my ticket list ADD A MESSAGE CLOSE TICKET

To add a message, click on the Add a message button and it will open a message field like the one that
appears when first creating your ticket. Enter the new information into the message field and attach any
additional files you have to the message. When finished click on the Add A Message button below the
box and your message will be added to the ticket information. If you do not wish to add anything
currently, click on the Cancel button.

y Add a message

Message 5 - Q by | Format ~ | Font ~ | size -/B I U S x*|A- T |}

& M= Q| @ Source

No attached files

Attached files —_—
| Cheose File | Mo file chosen ATTACH THIS FILE

ADD A MESSAGE | | CANCEL |




At the bottom of the screen is the message list section. This section shows all the messages that have
been added to this ticket and who added the message. The initial message when the ticket was created
will always appear at the top, and any additional messages will appear with the most recent message
first.

Message list

Initial Message

Test Message

Message list User

{5 11/09/2020 01:51 PM Customer
New ticket information

{5 11/09/2020 09:26 AM Jimmy Taylor

Author- Jimmy. Taylor Ticket TS2011-0557 read by Jimmy Taylor
# 11/06/2020 03:33 PM Customer

Author: Ticket TS2011-0557 created

You can see the date of creation for each message, followed by the contents of the new message
directly below it. On the right-hand side under User, it will list which user created the message.

Contact Us

Greg Costley — President/Founder
Sales/Architectural Design/General Contact
gcostley@cicispizza.com

Will Sanchez
IT/Installation/Web Development/Marketing
will.sanchez@costleyentertainment.com

Justin Taylor
Tech Support/Installation/Maintenance
justin.taylor@costleyentertainment.com

Jimmy Taylor
Inventory/Installation/Web Orders
jimmy.taylor@costleyentertainment.com

Chase Sanchez
Software Development
chase.sanchez@costleyentertainment.com

Leslie Breedlove
Restaurant Integration/Training
Ibreedlove®@cicispizza.com

General Support and Information
support@costleyentertainment.com
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