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How to onboard users and access the Login Portal?

1. Go to www.prospecta.com

2. Click on “Login to Helpdesk”

(3 https://www.prospecta.com aQ A % m & %

; )
PfOSpeCtQ Leading Data Platform for Unlocking Business Value ¢’ @ v

Login to MDO

v v v .
Platform Product Learn Partners Login to Helpdesk

478-48e5-897a-ab0194cbc959&nonce bxg & Incognito

Sign in name

Password

Forgot your password?

Don't have an account] Sign up now
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3.2. Enter the requested details and verification code which will be sent to user’s email ID,
then click on” Create”.
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3.3. Click on “Request Access”,

) https://mdoone.com/?code=ey)raWQIOiInLWtZNF92aVpVNnITcEtySDcyOGIEZXE3VC IXOSTVRKpLUOARCFNCOGHiwidmVylj.. A ¥ m S K

¢ Prospecta Support

Support
Hi, How can we help you?

Open

If the user already has access, click on 'Open.' If not, there will be an option to click on 'Request
Access' under Support.

If you are an existing user, please sign —in with your username and password (screen 3.1).

3.4. Once a user is signed-in, click on the “send code” and the code will be received
on theregistered email ID.

» login.microsoftonline.com/a7bd9f9c-3088-49e1-a2ab-d0a%afb41bdd/oauth2/authorize?client_id=4660504c-45b3-4674-a709-71951a6b0763&redirect_uri=htt;

/

mMdo
@gmail.com
Sign in

We'll send a code to @gmail.com to
sign you in.
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4. Enter the code and click on “Sign-In”.

» login.microsoftonline.com/a7bd9f9c-3088-49e1-a2ab-d0a%afb4 1bdd/oauth2/authorize?client_id=4660504c-45b3-4674-a709-71951a6b0763&redirect_uri=http... w

@gmail.com

Enter code

We just sent a code to @gmail.com

23054443

5. You will receive an email notification to accept the invitation. Click on “Accept Invitation”.

invited you to access applications within their organization o « S @

Microsoft Invitations on behalf of MDO One <nvit ft 1BPM (0 tes ag e “

© Pilease only act on this emall if you trust the individual

may recerve fraudulent invitations from bad actors posi
invitation, proceed with caution

and organization represented below In rare cases, individuals
as legiimate companies. If you were not expecting this

Sender )
Organization. MDO One
Domain. mdoone com

If you accept this invitation, you'll be sent to hitos J/my ysoft comtenantid=a7bd9f0¢-3088.40e1-a2ab.
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6. Click on the “Accept” button.

25 login.microsoftonline.com/a7bd9f9c-3088-49e1-a2ab-d0a%afb4 1bdd/login

’/

mMdo

@gmail.com

Permissions requested by:
MDO One

mdoone.onmicrosoft.com

By accepting, you allow this organization to:
\/ Receive your profile data

\v Collect and log your activity

v Use your profile data and activity data

You should only accept if you trust MDO One. MDO One has not
provided links to their terms for you to review. You can update
these permissions at
https://myaccount.microsoft.com/organizations.

Learn more

This resource is not shared by Microsoft.

Customer Support Portal Guidelines 6



e Prospecta

7. Click on “next” to set up MFA authentication to secure your login. This is a mandatory
field to complete.

s login.microsoftonline.com/a7bd9f9¢-3088-49e1-a2ab-d0a%afb4 1bdd/reprocess?ctx=rQQIARAAJZG_bINAAEZISRtCpNIFQGPEIOCEGA2Gc7zkWq 1L

/

mMdo

@gmail.com

Action Required

Your organization requires additional security
information. Follow the prompts to download and
set up the Microsoft Authenticator app.

Use a different account

Learn more about the Microsoft Authenticator app
You have 14 days until this is required.

Ask later

Sing in to access MDO One resources

8. Click on next.

<« (¢ 25  mysignins.microsoft.com/register?csrf_token=033luymKk2qMPx2tXY8)Pjpqxe87yuWdKNXxMFJCPrpJOAOhi6ABMFmVEhikOhD3tzDVQbo3rgys7Es3EPZU35btRew W ‘

mdo

Keep your account secure

Microsoft Authenticator

é Start by getting the app
On your phone, install the Microsoft Authenticator app. Download now

After you install the Microsoft Authenticator app on your device, choose “Next"

want to use a different authenticator apg
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mdo

Keep your account secure

Microsoft Authenticator

Set up your account

If prompted, allow notifications, Then add an account, and select "Work or school”

9. Please install the “Authenticator” application on your mobile and scan the code
displayed on page to complete the set up. Then, Click “next”.

mMdo
Keep your account secure

Microsoft Authenticator

Scan the QR code

Use the Microsoft Authenticator app to scan the QR code. This will connect the Microsoft Authenticator
app with your account.

After you scan the QR code, choose "Next"

Can't scan image?

10. You will receive an email to approve the Microsoft authenticator set up.
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mdo

Keep your account secure

Microsoft Authenticator

Let's try it out

v/

Approve the notification we're sending to your app by entering the number shown below.

56

Back

11.The next step will be displayed on the screen below which shows Notification

approved.
< N & 23 mysignins.microsoft.com/register?csrf_token=033luymKk2qMPx2tXY8JPjpqxe87yuWdKNxMFICPrpJOAOhIGABMFmV6hIkOhD9tzDVQbo3rgys7ES3EPZU3SbtRew... ¥

Keep your account secure

Microsoft Authenticator

Q’;\ Notification approved

v
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& 4 C 23 mysignins.microsoft.com/register?csrf_token=033luymKk2qMPx2tXY8JPjpgxe87yuWdKNXMFICPrpJOAChIGABMFMV6hIkOhDStzDVQbo3rgys7Es3EPZU3SbtRew... ¥

mdo

Keep your account secure

Success!

Great job! You have successfully set up your security info. Choose "Done” to continue signing in.

Default sign-in method:

@ Microsoft Authenticator

12.User will receive another email from Jira to accept the invite for organization on which
user need access to raise the tickets.

&« B O] 0] B ™ : 10f16,360 ¢ >

“Jira Admin invited you to join them in Jira Service Management inbox e B

Atlassian <noreply+40601042a9578ec7fee2d971e685a0f7af30304202d95ff225e52a3@id.atlassian.net> 415PM (O minutesago) v @ €

tome v

| Product logo

Jira Admin invited you to join
them in Jira Service
Management

Start planning and tracking work with Jira Admin and your team. You
can share your work and view what your team is doing.

Accept Invite
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13. Please enter your username and password by selecting 'Continue with Microsoft.'

25 login.microsoftonline.com/common/oauth2/v2.0/authorize?resy

ponse_type=code&client_id =4

B2 Microsoft

Sign in

No account? Create one

Back Next

Q Sign-in options

14. Follow the next step as shown in the screenshot below

c o

25 login.microsoftonline.com/mdoone.onmicrosoft.com/oauth2/v2.0/authorize?response_type=code8client_id=46cdaa3f-9339-4b60-bf04-4dd98... & ¥

/

mMdo
Sign in
@gmail.com

ccount?

Sing in to access MDO One resources
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15. Click on the “Accept” button.

25 login.microsoftonline.com/mdoone.onmicrosoft.com/login

BY Microsoft

@gmail.com

Permissions requested

Atlassian

This application is not published by Microsoft or
your organization.

This app would like to:

\/ View your basic profile

v/ Maintain access to data you have given it access to
Accepting these permissions means that you allow this app to use
your data as specified in th s and privacy
E You can change these pe

myapps.microsoft.com

Does this app look suspicious? Re:

16. Enter the verification code which will be sent to your email address.

25 id.atlassian.com/login/social/confirmation?continue=https% prospectasoftware.atlassian.net%3FatiOrigin%

A ATLASSIAN

Verify your email

We were unable to verify the email associated with
your Microsoft account, so let's do that now

Email address
@gmail.com

Verification code

ent to

Enter the co your email

‘, : . Verify your account
| B Resend verification code A

A ATLASSIAN
One account for Jira, Confluence, Trello and more. ’

Customer Support Portal Guidelines 12



e Prospecta

17.0nce the user has logged in or signed up successfully, the screen below will be
displayed.
Once the screen appears, the user needs to request Prospecta to add them to the
organization.

Prospecta

How can we help you today?

18. Now user onboarding and MFA set-up has been completed and this page will be visible.

Prospecta

Prospecta Service Desks / Prospecta Production Support

Prospecta Production Support

Welcome! You can raise a request for Prospecta Production Support using the options provided.

What can we help you with?

Report a Ticket
i)

Tell us the problems you're experiencing.

o Submit a change request
H See a place where we can do better? We're all ears.

& Ask a question
Have a question? Submit it here.

Submit an idea

D

Let us know your idea with details as much as possible..

Based on the issue experienced, you may choose the support category from the screen
displayed above. Find below details of each category
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o Report a Ticket: This category is used to report an actual issue that results in an error
within the platform or a malfunctioning feature. The defect could range from a minor
error to something that severely impacts business-as-usual (BAU) operations. Defects
require investigation and resolution by the support team to restore normal functionality.
"This ticket type will also be utilized to activate the new feature flag on the platform
according to the customer's requirements."

« Submit a Change Request: This category is used when a customer requests modifications
to existing functionality, including configuration changes or DAXE-level adjustments. It
may also cover entirely new requirements that the customer is sharing for the first time.

« Ask a Question: This category is used when the customer needs clarification, has a query,
or is confused about a particular functionality or issue. It typically refers to a situation
where the customer seeks an answer or guidance that doesn’t require extensive
investigation or troubleshooting.

o Submit an Idea: This category is used when a customer propose entirely new concepts,
requirements, features or functionalities that the platform might not have considered.
The new idea could significantly improve the platform or introduce a new way of doing
things.
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How to Log a Ticket for Bug and New Feature Flag?

To report a defect or platform issue, please click on “Report a Ticket” and fill the requested

details:

What can we help you with?

Report a Ticket
Tell us the problems you're experiencing.

What You Need to Know to Raise a Ticket
Required fields are marked with an asterisk *

Raise this request on behalf of *

‘0 Radhika Rani {radhika.rani@prospecta.com)

Provide a Brief Summary of the Ticket*

Provide a Detailed Description of the Ticket*

Normal text ~ B I - A~ I e @ @ 8 >0 M +-

Share with *

‘ 8 Noone w

Specify the Environment =

‘ Select...

Steps to Reproduce

Normal text ~ B I - v A~ =

o Click Here to Know Your Ticket Pricrity based on Selected Category

Ticket Categorization *

& 0 N —m

‘Se

B

* |nthe “share with” field, enter the organization's name to indicate for whom you are
raising the ticket.

= The link below will help the user understand each field in detail:

What You Need to Know to Raise a Ticket

Customer Support Portal Guidelines
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Issue Categorization

Please note that the issue's priority will be determined based on the selected ticket category,
as outlined below.

Ticket Categorization Environment Ticket Priority
Users are experiencing issues with submitting | Production Highest (P1)
or approving requests Non-Production High(P2)
Integration issues with records are causing Production Highest (P1)
Inconsistencies Non-Production High (P2)
Users are encountering difficulties accessing | Production Highest (P1)
the application Non-Production High (P2)
Concerns related to dashboards, audits, and Production High (P2)
process logs Non-Production Medium(P3)
Setup-related issue affecting project

P & prol NA High (P2)
milestones
Significant performance degradation affectin

shiticantp & € NA High (P2)
multiple users and processes
Issues related to the usability of the feature NA Low (P4)
Any other issues NA Medium(P3)

If your issue does not fall under any of the categories, please select 'Any other issues' and
explain the impact by commenting on the ticket, so we can adjust the ticket priority
accordingly.
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Ticket SLA’s

Target Resolution Times

Priority Level
Highest (P1)
High (P2}
Medium (P3)

Low (P4)

Customer Support Portal Guidelines

Response Time
30 minutes

60 mins

4 hours

& hours

Target Resolution Time
438 hours
2 weeks
4 weeks

o weeks
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Once the ticket is submitted, you can view all the tickets raised by the user under 'Requests' in
the profile tab.

< 5 ¢ 25 prospectasoftware.atlassian.net/servicedesk/customer/portals

prospecta

MJo

How can we help you today?

What can we help you with?

€9 1ell us the problems you

Q

See a place where we can do better? We're all ears

€ &) 25 prospectasoftware.atlassian.net/servicedesk/customer/user/requests?page=18&reporter=all&statuses=open & Incognito

Prospécto Q)

Edit list view

Requests

= Search Option — Users can search their tickets by ticket ID under the search option.
= Status — By clicking on the status option, users can see whether the ticket is

Open

In progress

Waiting for your response

Resolved

Reopened.
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= All - Under the “all” option, user can see all the below tickets.
e Created by me: Users can view the tickets they have created.

e Where | am a participant: Users will be able to see the tickets in which they have
been added as CC by the ticket reporter

e Shared with my organization: Users will be able to view all tickets raised by
members within the same organization.

= Request Type — User can filter tickets as Questions, Change request or a ticket with
defect.

< C 25 prospectasoftware.atlassian.net/servicedesk/customer/user/requests?page=1&reporter=all&statuses=open

prospecta

Requests

Workflow of a Ticket

= Whenever a ticket is logged in, the ticket status will be “Open”.
= Once the ticket is picked and assigned to a support executive, ticket status will change to
“Acknowledged”.

= The next status is “In Progress” Under this status, a ticket can go through several
phases, including investigation of the issue, and, after investigation, the technical team
will beginworking on fixing or resolving the problem

= |f more details are needed from the user or if testing is required on the user’s end after
changes have been made by the technical team, the ticket status will be “Waiting for
YourResponse”.

= Once the issue has been resolved, ticket status will change to “Resolved”.
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Knowledge Base

When users are raising a ticket with support, they can search for troubleshooting articles related
to their issue under 'Provide a Brief Summary of the Ticket’ and from the main page ‘How can

we help you today’.
For reference, please see the example below:

(6 25 prospectasoftware.atlassian.net/servicedesk/customer/portal/35/group/125/create/422 £ Incognito

Prospecta Production Support

me! You can raise a request for

Report a Ticket
€% Tl s the problems you're experiencing

K AS "CREATED

Q W ° Relaunch to update

<« C 25 prospectasoftware.atlassian.net/servicedesk/customer/portals

Prospecta

How can we help you today?

Q integration
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