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Every effort has been made to ensure the accuracy of this manual. However, Planview, Inc. makes no warranties with
respect to this documentation and disclaims any implied warranties of merchantability and fitness for a particular
purpose. The information in this document is subject to change without notice.

Planview, Inc. ® 12301 Research Blvd., Building V, Suite 101 ® Austin, TX 78759-2369
www.planview.com e success.planview.com

Customer Care: support.planview.com

North American Service Center Phone:
512-346-8460  Fax: 512-346-9180

customercare@planview.com

European Service Center Phone:
++49-721-9597-262 * Fax: ++49-721-9597-222

customercare@planview.eu
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Service Cloud Community Overview
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b

The Customer Care Portal URL is: https://support.planview.com/

W

.
planview. Home

Submit Case

E Dashboard
Cust Cases Dashboard

This dashboard consists of graphic reports for the community.
As of Nov 24, 2022 12:57 AM-Viewing as Jason White

Recently Opened Cases

Date/Time O- | Case Nu-- | Conta- | Subject

11/15/2022 1:0z 00614206 = Shawn
Minto

Tasktop Test Case Install

11/16/2022 8:2¢ 00614457  Jason
White

The test 123 airon

11/16/2022 843 00614466  Jason
White  happened

11/16/2022 8:5( 00614468  Shawn
Minto

Test Test Case from the Llama

11/16/2022 104 00614525  Jason Test Test Case Amair

View Report (Recently Opened Cases)

My Company's Open Cases

My Open Cases

Test Test Case - Something unique has

Status

Active

New

Needs Reply

Needs Reply

Needs Reply

Reports

Refresh

Case Date/Time Last -

11/20/2022 5:09 AM

11/16/2022 8:29 AM

11/19/2022 9:00 AM

11/19/2022 9:15 AM

11/19/2022 11:45 AM

Success Center (Q Search.

) 2 O ssonwhie

v

Upcoming Events

Upcoming 2023 event will be posted soon.

Security & Access Alerts

Russian Solution Access
Planview is ceasing all business operations in Russia and Belarus in
line with US sanctions. We are suspending all access to products and
services for our customers that are headquartered in Russia and
Belarus or by i tered there, until further
notice. We are not preventing access to products or services for
existing (Non-Ri
customers with employees in Russia; however, we will be

all inbound IP access. Therefore,
Planview is advising Non-Russian or Belarus
to utilize VPN access for their
employees in Russia. Effective i we are also
all sales of Planview products and services in those two countries.
We are taking these steps with the security of our customers top of
mind.

or Belarus ter

OpenSSL Vulnerabilities
Planview Operations Teams are aware of the recent OpenSSL release

Home - Click on the graphs and tables displayed in the Home dashboard to see cases specific to your account. You can see
all your company’s cases in one location.
Submit Case - Click Submit Case to create a new case. A wizard-like process will be used to determine where your case
should be routed.
Success Center - Click Success Center for easy access to the Customer Success Center - https://success.planview.com

Service Release — Enterprise One - Click this option to see current service releases for the E1 product line.
US/EU FTP - The US FTP or EU FTP options are available under More and provide access to the FTP sites if your company
has any.
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Community gives our customers the ability to maintain their own contacts. Your default profile in Community is that of an
administrator, allowing you to add contacts and enable existing contacts.

1.

2.

3.

. >
planview.

Home

Submit Case My Open Cases Reports

Click on your username at the top right to open the option list.

My P

‘ e lazon White

rofile

My Account

Acco

Mess

Logo

Click on My Account to open your account page.

DETAILS RELATED

B Contacts (6+)

Contact Name Title

Shawn Minto Director of Technical Ser...

unt Management

ages

ut

Email
shawn.minto@tasktop.c...
raghuveer_ramamurthy...
trevor.harris@tasktop.com
shirley.qui@tasktop.com
josh.chung@tasktop.com

partners+noreply@taskt...

Success Center (Q Search

Phone
(555) 588-68396

+55 555 412 2749

(555) 588-6896

View All

The account layout page allows you to see contacts under Related and information about your account under Details. Click
New on the Contacts section to add a new contact.
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New Contact: Customer Care

Contact Information

Test Tasktop

Sl

Title Phone

(778) 588-6896

Mobile

Q Search Address
Mailing Countr:

United States v

State/Province

Austin Virginia -

Cancel

Save & New

b
We

4. Populate the required fields Last Name and Email on the New Contact page. It’s also helpful for us to have your first name
and phone number if you’d like us to be able to call you about cases.

5. Click Save.

6. Open the Contact recently created by selecting the Contact Name

7. Click on Enable Customer User

Submit Cases

Cases for all Planview products may be submitted and managed via the Planview Customer Community.

The Product Line values available for selection will depend on the active contracts and products your Organization has purchased.
Please note that you will see one product line per instance owned. This means you might see duplicate values when selecting
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Product Line. To assist in identifying which instance the issue is related to, we’ve appended to the Product Line name your instance
sub-domain name. For example, if your Organization owns 2 LeanKit instances, you will see the following as options on the Product
Line drop-down:

e LeanKit (instance name A)
e LeanKit (instance name B)

Case Submission Process

Description Screenshot

Select the Type of Request
you will be submitting.

e Customer Support- issues
with tool, report a bug, Case Creation Flow
functionality questions,
etc.

o Global Services — billable
engagements for s
Reporting or Integrations. Managed Services

e Managed Services — for
use only if your ezl
organization has
purchased managed
services for
administration.

*Type

--None--

Product Lines owned by your Case Creation Flow
Organization will display in “Type
the drop-down appended by None— .

the name of the instance in
parenthesis if its available.

*Product Line

--None--

Changepoint SA
Projectplace
Barometer| T
Daptiv
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Screenshot
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Please populate the required
fields and provide as much
information as possible.

The Type of issue and
Product Line selected drive
the fields that will appear for
input, including the product
capability options.

Select Next to upload
attachments.

Case Creation Flow
Projectplace
Subject
Report Subscription Is Missing Parameters.
Descriptic
The lssue:
Atter updating a created report subscription With 2 new time and then access the subscription 3gain, the Parameters are missing and the attached error message appears
When attempting to delete these errored subscriptions, they are not deleted and still appear (n the list of subscriptions.

n addition to this, The 4 report subscriptions that errored and were attempted to be deleted, actually show as being executed this morning (the original schedule we would have liked - every week, on a Monday @ 6:00 am).
Please see attached screenshots.

Issue/Error
Major
Product Capability

550

Emvironment

Production

If there are any files or
screenshots that should be
attached to the case, you can
upload them or drag and
drop the files during this
step.

Providing full page
screenshots will help our
consultants more quickly
resolve your issues.

Contact Support
Add an attachment

2, Upload Files

& Or drop files
If you choose to add a file it will take you to computer's drive. After selecting a file it will automatically start to
upload. Once the blue bar has finished loading, click done and your file will have been uploaded, there will be no

additional confirmation. On the next tab you can view the case and see the uploaded attachment there
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Once the file upload is
complete the Done button
will become active.

Click Done and then Next

Note: you will not see file
names in the screen for
confirmation of upload.
Select NEXT and the created
case with attachments will be
viewable.

Upload Files

3.xml
i 7.7 MB

1 of 1 file uploaded m

o

Contact Support
Add an attachment
&, Upload Files | Or drop files

If you choose to add a file it will take you to computer’s drive. After selecting a file it will automatically start to
upload. Once the blue bar has finished loading, click done and your file will have been uploaded, there will be no
additional confirmation. On the next tab you can view the case and see the uploaded attachment there
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Case Collaborators | Additional Contacts

Once a case has been created using the Submit Case process, case collaborators can be added to each case. At the bottom left of the
Case Layout you’ll see the Case Collaborators section. You can add contacts already associated with your account or you can add the
email addresses of individuals you’d like copied on the account but who are not contacts.

>
pla nViqu More ~ |(Q Search.. )I ; o lason White
Case
<+ Follow

Tasktop Test Case Install

Status C mber

Active 00614206

Case Collaborator

%3]

hawn M l

Add Email
+ | Shawn Minto - shawn@tasktop.com

<+ | Shawn Minto - shawn.minto@tasktop.com
+ | Shawn Minto - shawn@tasktop.com
+ 'Shawn Minto - shawn.mintof@tasktop.com
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Case Dashboards and Reports

Dashboards

My Company's Open Cases E Open Cases by Status E

Open Cases by Status
I =
—— e —

1
2
3 00, Test L3 Ap, 3/ 5/4/2018.
& e o & E
4 |00 - S/ 5/3/2018. - S E E
« I - D » Status g
View Report (My Company's Open Cases) View Report (My Company's Open Cases) < - - - - >

Ca.. Subject Da.. CaseDate..  Parat. -

00 - 5/.. 5/4/2018.

Record
Count

00 TestL3Ap.. 5/ 5/4/2018.

Record

& & &
« & w &
o
Cases Opened in the Last 10 Days E
st
Case - | Subject Date/Time Op.. | Case Date/Time Last Mo | Parature Ticket View Report (My Company's Open Cases)

1 0000. TE Test Case Parature 5/3/201855. 5/7/2018 8:04 AM 293485

2 |0000.. - 5/4/2018 12:. 5/4/2018 1221PM -

3 0000. Test L3 Approval nen L 5/4/2018 94 5/4/2018 9:43 AM -

4 | 0000.. TestL3ApprovalnonL.. 5/4/2018 9:4. 5/4/2018 9:43 AM -

There are several ways to access your cases from Community. On the Home tab, you can click on the Expand icon from any section
of the dashboard to see a larger image of the different sections.

Clicking on Open Cases by Status results in an enlarged image of that section. Each of the bars in the chart can also be clicked to
limit the list of related cases to the selected status. Clicking again takes you back to the original report.

REFORT

REPORT
My Company's Open Cases n Yo & swma v m My Company's Open Cases u Y ¢ % | Saes ¥
Tetal Racorss Total Recards
1
My Company's Gases - My Company's Cases @
- I z
e s Fropanas s P G . I - - -
o New actve Reogensd nTask Pending Customar
Status
case oATETME PARATURE TICKET
STATUS + | cAsowMeR 1 NUMRER sumsgeT oPENED
. . ) - c DATETIME PARATURE TICKET
Hew FomeEeres sy Eronoccuarng ahen we 264 3w poject 4302018 1005 A - s o .+ NUMEER sussECT CPENED NUAEER
Gracorss)  Team Queve
2 tocorts . eport showing albt chang RAMBASAM | - Pendng Saran Cannella 00003787 Winen we manualy change the status on our projec ne ifecycie doesr S185 3 AM -
Aave Pamiew Entsinse | 00003200 Financial Paning Detai sazomtm - Customer (1 racard) restart a5 expecsed
(rocos)  Team Qumun (1 record)
oo s sva0m 1153
. GRAND TOTAL
Saran Cannla e 12018543 (1RECORD)
Sreconts
ey
aoonsrez S2018 1158 A -
Sarsn agie a0003s65 e have a number of aibute changes we'd e made 1 our resources | 4242018 849 AM
(t racora
Reopened  Sarsh Cannells otoasr2s Projectlace ta Panview Enerprie nlerace s ot woeking sles upgrade. | 42772018 1201 PM -
Trecorss 1 ecore
Tst  Sarsh Cannell onoa3res vestmeet Planning - Blance gwot s showing unexpecied demand dta | S2018 8,00 AM -
trecort) (1 racor
Fendng  Saren Comella anenser i w manusl change he st on ourpefect 1 Iecycl dosst SI201mEI AU -
Custormer (1 racors estar 2 exgected
{1 record
aRAND TOTAL

{11 REGORDS)

Clicking on the case number or subject in the case list allows you to open a specific case. Once you are viewing the Case Layout you
can perform various actions on the case.
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Reports

HOME SUBMIT CASE MY OPENCASES REPORTS SUCCESS CENTER  SERVICE RELEASE - ENTERPRISE ONE

REPORT
m My Company's Open Cases @ u Y C | & | SaehAs | w
Total Records
49
My Company's Cases &
Record Count Status
New @ Display As
Active @ .
In Task = III =i &%
Pending Customer @
Initial = @
Other @
Chart Attributes
Chart Title
My Company's Cases ®
Value
Record Count v
CASE C | Sliced By
STATUS CASE OWNER NUMBER SUBJECT c @
New Breft Hegarty 00003773 - Status .
{38 records) (1 record)
1 Show values
Business Intelligence 00003789 Test L3 transition
(1 record) )" Show Percentages
Greg Llewellyn 00003760 GRS ¥ Combine Small Groups into "Others”
2 records
¢ ) 00003762 CC record type to GRS ¥ Show Total
Flanview Enterprise Team 00003622 Mew GRS case
Queue Legend Position
(18 records) 00003675 | want Planview to integrate with everything!
00003702 Test for Case Collaborator for GS Case Right v
00003703 Test for Case Collaborator via Community - Customer Care

Case reports have several configuration options available as shown in the screenshot above and listed below:

1. You can Toggle the display of the chart, Filter by various fields like record type and status, Refresh the data in the report,
Show the different report sub-sections and Export the data.
2. You can control the type of chart that displays by changing the Display As setting.

Depending on the type of chart you’ve selected you can then modify related settings. In the donut chart example above

1. You can modify the Chart Title in the Chart Attributes section.
2. You can modify the counts that display on the chart by changing the options in the Sliced By section.
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Case Actions

You can open the Case Layout for a specific case by drilling down on a dashboard, a report or by searching for a case.
Once on the Case Layout, the following options and actions are available depending on the current state of the case:
=  The Close Case button allows you to close an open case.

Case
Tasktop Test Case Install + Follow

Active

Case Collaborator

Add Email

POST DETAILS Files (0) Add Files

& Upload Files

Post | Assign Case To Me

Or drop files

Attachments (3) Upload Files
_ image00Lipg  TasktopSync.ini
Nev 15,2022 + Attachme ov 15,2022 « Attachn

. image00Lipg
Nov 15,2022 + Attachme

View All

Case URL Case History (6)

Hello Shawn. Date Field User Original V.. New Value

T1UAEA Cete lnern M Nnde Da At -

=  The Re-Open Case button allows you to re-open a closed case.

= Details allows you to see the information included when the case was originally submitted. If you’d like to change any of
the information on the case, please post a comment requesting the change. A case can’t be edited by a customer once it
has been submitted. The Details section will also include the Close Case Notes, a summary of the case resolution, if the case
has been closed.

=  The Accept and Decline buttons allow you to accept or decline a case that’s been set to the status Solution Provided. If you
agree with the provided resolution, click Accept. If you disagree with the solution that has been provided, click Decline and
please post a comment explaining why you disagree that the case is resolved. The status of the case will be set to
Reopened.

_

. > ~ o o ) —
PIGI‘IVIEW' Home Submit Case My Open Cases More w (@ seareh

Case
Finish changing your Salesforce account’s outgoing email address

N

Jason White Moderate Solution Provided 00813811
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= Post a comment on the case to send an update or answer a question.

Case

Tasktop Test Case Install

Status

Active

Case Collaborator

Search Contacts.

Add Email

Search users,

POST DETAILS

Post | Assign Case To Me

Share an update

Case URL

Hello Shawn,

h this feed,

Files (0)

+ Follow

Add Files

&, Upload Files

Attachments (3)

image00Lipg

B e
image00Lipg

& MNov 15, 2022 « Attachment

Case History (6)

Date Field User

TUAER Ceee Inman AT

Or drop files

Upload Files

View All

Original V.. New Value

Meande D Actiom

planvie

=  Drag and drop files to the Attachments section to provide additional information on the case.

=  Add Case Collaborator allowing additional contacts to view the correspondence on the case.

Case

Tasktop Test Case Install

status Case Number

Active 00614206

Case Collaborator

Search Contacts.

Add Email

Search users.

POST DETAILS

Post  Assign Case To Me

Share an update

Case URL

Hello Shawn,

+ Follow
Files (0) Add Files
& Upload Files
Or drop files
Attachments (3) Upload Files

image00Lipg
b MNov 15, 2022 » Attachment

TasktopSync.ini
a Nov 15, 2022 » Attachment

View All

Case History (6)

Date Field User

T1UARA Cete Innn WA

Original V...  New Value

Mande Dn At

b
We
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When searching in Community, you can search by case number, legacy ticket number or simply a word referenced in a case. Search
results are based on all records and files that a community member can access.

= Search by case number

. e ~
Home Submit Ca My Open Cases Mol 006 Jason White
plﬂnvlewa m ubmit Case y Open Ca e v \\Q 06142 ) a 0 on Whit
Search Results Cases
Al
CASENUMBER  SUBJECT FIRSTNAME ~ LASTNAME  PRODUCTLINE  STATUS  DATEfTIMEOPENED ~ CASEOWNERALIAS  OWNER FIRS
Discussions
00614206 Tasktop Test Case L. Shawn nto Tasktop Hub e 2022 1:02 Jason
Cases o
Groups
Collapse List
=  Search by a word in cases
. - ~
Home Submit Ca My Open Cases Mor asi Jason White
planwew m Lbmit Case v Open Ca e v (a tskop IR} O sszon whie
Search Results Cases
View More
5+ Results « Sorted by Relevance v
Al
CASE NUMBER SUBJECT FIRST NAME LAST NAME PRODUCT LINE STATUS DATE/TIME OPENE
Discussions o
00614754 Test Tasktop : Download Access T H ernal Team Response  11/17/2022 5
Cases
00614206 Tasktop Test Case Install Ta H Active 11/15/2022 1:02
Groups
00615386 Test: Cannot login to tasktop TasktopHub  Selutio 11/21/2022 3:44
Collapse List
00615334 Test Test Case... for MrT ason ite T: H e e 11/20/20227:2
00604827 Tasktop - Octane 0 Free Promo - Ne... e 10/19/2022 1

= Seach by external (old ticketing system) ticket number

Home Submit Case My Open Cases More

. b
planview.

-
( 115670
(o uss

/
»

Contact Us

Please go to our Description of Support Services appendix 1 to see our communication matrix.
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