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Introduction

This Functional Design document is in support of project C51691 — WWW Support Page (see the
Project Charter for background information). The document contains all of the design elements
required to provide a solution including those related to technical, functional, and business

processes. See the Business Requirements document for details on specific functionality that
must be included in the design.

Assumptions

The following individuals will provide functional design input for their respective teams or
departments on a global basis unless otherwise noted:

e KCTeam —Karen Weir
e |T—Clay Embry, Rachele DiTullio

These managers will review the functional design and provide sign off:

e Customer Support — David Slimmon, Program Manager
e [T — Nathan Pitts, Director IT, EBS Portal Team

Open Text
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Design Overview

Phased Approach

After careful consideration of the requirements and taking into account the parallel updates to
the MySupport site, the team is proposing that a phased approach be used in order to roll out
the full set of functions required to meet all of the business requirements.

Phase 1

This solution proposes that the WWW/Support page—with a focus on signing in to the
MySupport portal, quick links to support tasks, gateway to some KC content, and information
about support offerings—remain in WEM with an overhaul of the content and design.

e Updated page content and layout to support easier access to MySupport and KC tools
and services

e User type integration to display different content and messages based on the user’s
logged in state and supported status

e Addition of Customer Alerts feed content from the KC, based on a supported customer’s
list of entitlements (products)

Phase 2

The next phase will look at changes to the MySupport home page to include content from the
KC. The requirements will be reassessed after the parallel project for other updates to the
MySupport site are deployed.

Open Text 2
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Phase 1 Design Details

Business Requirements

User Differentiation

1.1 - Sign In, Request Support Access, go to MySupport

There will be a prominent “call to action” message area on the page that will encourage
users to get to the MySupport site. Since users must be logged in and be supported
customers to get to the MySupport site, the message and options shown will vary
depending on the user state (logged in vs not logged in) and user type.

e Notlogged In
Will tell users to sign in for support and present link or button to log in.

e Registered Visitor
Will tell users to request an account upgrade to get support. Will present links to the
support account request form.

e Supported Customer
Will present a link or button that says “Go to MySupport” which will take users directly

to MySupport.

Solution

The WWW)/Support page has different states depending on a user’s authentication (logged in or
not) and support status (supported customer or not).

Not Logged In
This is the default state of the WWW/Support page. Any visitor to this page who is not signed in
to OT Connect sees an option to “Sign in for Support”.

Open Text 3
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Support: Open Tickets, Pay Bils, Get Help | OpenText

G D X Q [Ftte 17 wwwopentext com/support ] @:)

Home » Support Share C:

OpenText Support Tools and Services

Contact Support
Open a ticket for technical questions, search the

knowledge center for solutions, request a license key,
Ey a bl”. ond more. Contact GXS Support

t, +1(800) 499-6544

Contact EasyLink
Support

igni Find o Local Support
a Sign in for Support ind a Local Support

Contact

Register for an Account

OpenText Social Support

% Have a question? Live Chat with customer support. , f Q

Customers with active support contracts have access to all of
the OpenText MySupport and Knowledge Center serivces.

& "\ "Ny e

Additional text about support offerings, etc below the fold

Figure 1 — Call to action for users who are not logged in
Clicking the “Sign in for Support” prompts the user to sign in to OT Connect.

Revision

During development, the technical team determined that implementing a new modal window
method for sign in is not viable at this time. Instead, we will continue to use the current login
functionality—redirecting the user to the CAMS login page.

The following screen shot is deprecated functionality.
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Cl Q x Q (htto//wwwopentext com/support

Support. Open Tickats, Poy Bils, Get Help | OpenTaxt

) @ D)

Sign In to OpenText Connect

User ID (Email)

[

(&g mamith@mycompanycom)

Password

MR ber me on this put

Login or Register for an account

1 forgot my password. | Help

(%

Figure 2 — OT Connect sign in box

After signing in, customers with active support contracts are redirected immediately to the
MySupport portal home page. Registered visitors remain on the WWW/Support page.

Supplemental links in the sign in window—register, forgot password, and help—take the user
away from the WWW/Support page to complete these activities. The user can return to the
WWW/Support page by clicking the “Support” link in the global navigation.

Registered Visitor

The “Sign in for Support” button is replaced with a message explaining that support tools are
available to customers only. Help links are provided.

Open Text
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Support: Open Tickets, Pay Bils, Get Help | OpenText

C] Q x Q lhltpﬂwwwonemexlwmfnunpwl

OPENTEXT

What We Do | Who We Are | Videos | Customer Stories | Community

Events and Webinars

Home » Support Share 4

OpenText Support Tools and Services

Contact Support

Open a ticket for technical questions, search the

knowledge center for solutions, request a license key,

pay a bill, and more Contact GXS Support
, :

Contact EasyLink
Support

t, +1(800) 499-6544

Upgrade Your Account to Get Online Support Find a Local Support
Contact

Customer support services are available to
customers with active support contracts only.
Regquest an account upgrade or contact
support with account questions.

OpenText Social Support

w f O

% Have a question? Live Chat with customer support.

Customers with active support contracts have access to all of
the OpenText MySupport and Knowledge Center serivces.

&Y v/ &Y &Y

Additional text about support offerings, etc below the fold.

Figure 3 — Call to action for registered visitors

Supported Customer

When a supported customer who is already signed in to OT Connect visits the WWW/Support
page, the “Sign in for Support” button is replaced with a “Go to MySupport” button that takes
him to the MySupport home page.
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Support: Open Tickets, Pay Bills, Get Help | OpenText

G Q X Q {[Ftip 17 wwwopentext comsupport | @:)

What We Do | Who We Are | Videos | Customer Stories | Community Events and Webinars

Home » Support Share ¢

OpenText Support Tools and Services

Contact Support
Open a ticket for technical questions, search the

knowledge center for solutions, request a license key,
pay a bi”’ and more. Contact GXS Support

L. +1(800) 499-6544

Contact EasyLink
Support

Find a Local Support
Go to MySupport Contact

OpenText Social Support

% Have a question? Live Chat with customer support. , f Q

A A As A

Additional text about support offerings, etc. below the fold

Figure 4 — Call to action for supported customers

1.2 - Links directly to Support assets and functions

There will be links directly to certain support assets and functions, like Knowledge Base, Open a
Ticket, Pay a Bill. The behavior of these links will change depending on user state and user type.

e Notlogged in
Will take user to login form. Then depending on user type, will either continue to
selected support resource, or redirect back to WWW/support page.

o Registered Visitor
Will popup a window explaining that support account is required and giving links or
form to request a support account.

e Supported Customer
Will take user directly to the MySupport or KC feature they selected.

Solution

Open Text 7



CS1691 — Functional Design

These links and content are in WEM and can be updated or modified at any time by the content
team. The options are not limited by what is used in the solution example.

Not Logged In

The MySupport quick links like “open a ticket” and the “live chat” link are visible so that all users
can see the types of tasks they can access as a supported customer. When a user clicks one of
these links, he is prompted to sign in to OT Connect.

If he later purchases a support contract, he will be familiar with the location and availability of
these quick links.

Registered Visitor

If a registered visitor tries to access MySupport tools such as the “open a ticket” quick link, KC
content such as a webinar, or the “live chat” feature, he sees an alert message that includes a
link to request an account upgrade.

Revision

During development, the technical team determined that implementing a new modal window
method for alerts is not viable at this time. Instead, we will continue to use the current
functionality, redirecting a Registered Visitor to the ‘No Access’ page
(https://login.opentext.com/connect/sso_controller-profile?sys action=sso_noperms kc css)
for any links to content for which they do not have authorization to access.

The following screen shot is deprecated functionality.

Open Text 8
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Support: Open Ticksts, Pay Bill, Get Help | OpenText
C] 9 x Q |hl§:-‘!vm-ucpcnlo:l.wmw1 ] @

Upgrade Your Account to Get Online Support

Customer support services are available to
customers with active support contracts only.
Reguest an account upgrade or contact support
with account questions.

Figure 5 — Alert message for registered visitors

When he clicks the “request an account upgrade” link, he sees the account upgrade form to
request access.

Revision

During development, the technical team determined that implementing a new modal window
method for requesting an account upgrade is not viable at this time. Instead, we will redirect the
user to the current upgrade request form. (https://login.opentext.com/connect/sso_controller-
profile?sys action=requestsiteaccess kc css)

The following screen shot is deprecated functionality.

Open Text 9
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Support: Open Tickets, Poy Bills, Get Help | OpenText

c Q X Q (htte/Twwwopentext com/support ] D

Request Access to OpenText Support

1f your company has an active OpenText C: Support mai ce , You can
t ledge Center (KC) where you will find OpenText product software,
It Ki

to the K|

p 3 3 3 Base Articles and many other services
luded in your C Support tract; and to MySupport, where you can managed your
support tickets online.

Product Line*

Not Sure if Your Company has a
End User Number c Support contract?

If you are not sure your company
L has an OpenText Customer
Support contract, you can
proceed with requesting
| Customer Support access, and a
Customer Service
: Rep will tact you in
Ssytem ID / Serial Number the event you do not have an
I active Customer Support

contract.

Don‘t Have a Support Contract?
If your company does not have an OpenText Customer Support contract and you are interested
in discussing your options please contact your local customer support office.

Name of Co-worker

Figure 6 — Request account upgrade form

Supported Customer
The task quick links, live chat, webinars, and customer alerts take supported customers to the
appropriate MySupport or KC page.

Feeds and Content

The WWW)/Support page contains six content areas below the “call to action” area at the top.
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Support: Open Tickets, Pay Blls, Get Help | OpenText

<:| c> x Q ((bitn /rwwmopentet com/aupeart

OPENTEXT"

What We Do | Who We Are | Videos | Custome Community

Homs » Support

OpenText Support Tools and Services

Open a ticket for technical questions, search the

knowledge center for solutions, request a license key,
pay a bill, and more.

n Sign in for Support

Register for an Account
Q Have a question? Live Chat with customer support.

Customers with active support contracts have access to all of the OpenText
MySupport and Knowledge Center serivces.

OpenText Customer Alerts @

&

Alerts are ovadoble to customers with current support contracts. Sign in to view alerts for
your products.

OpenText Learning Services @

Get Training

Whether you are a user, a tech | expert or o , our goal is to help you to
develop both the technical know-how and the crestive vigion it takes to meet your most
demanding business challenges

Get Certified
OpenText Certification Programs are intense and
participants understanding of the OpenText product suite.

Get Adoption
In addition to the regular course schedule, we offer a venety of consulting services to
optimize your learning efforts and accelerate user adoption.

gericere

Leorn cbout OpenText's industry keading

Customer Service How can we help you?
Download the Global Customer Service OpenText Oriine Support Infographic >
Book >

OPENTEXT PRODUCT SUPPORT PROGRAMS l2.4 '

B

Premier Anywhere

’ Proactive and preventive support tailored to your specific business needs to
help prevent problems, speed up resclution times, and simplify deployments
and upgrades. Our top-of-the-line program includes assigned resources and
delvercbles, plus support for all issues—24 hours o day, 7 days o week, 365
days a year

Learn more >

Anytime

Critical issue support for the OpenText applications powering your key
business processes

&

Learn more >

Events and Webinars

Contact Support
&, +1(800) 499-6544

Contact GXS Support

Contact EasyLink
Support

Find a Local Suppert
Centact

OPENTEXT SOCIAL SUPPORT

Yy f O

LATEST TWEETS FROM @0TCC

Tweets

A OpenTextCustomarCare o
oTcC @oTCC
e

I 80penText Busness [rsligence,
hew do o ovee users Read Only
occans? owhylLovAp BOTKE 8B]

A1 OpenTextCustomarCare *
oTcC @oTCC
e

To Keep or Mot To Kesp: A Records.
Managament Qusstion cwly/Lodge
S0penToxt SECM Srecords

OPENTEXT ONLINE BLOG

To Keep or Not to Keep: A
Records Manaogement Question
By Kiera Obbard

April 8, 2015

Managing Your Business
Processes

By Kiera Obbard

March 31, 2015

Creating o Sustainable Future
Earth Hours 2015

By Kiera Obbard

March 27, 2015

More blog articles >

KNOWLEDGE CENTER WEBINARS

Achigving Eftacient
Matter Centric Document

log in required

Document and Asset
Management Integrotions
for WEM (log i required)

Connact & Otfice Editor

OpenText Enterprise
20 1052 {log in required)

More webinars >

Figure 7 — WWW/Support page layout and content for users who are not logged in
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2.1 - Training Links
Provide links to training resources.
Get Training

Whether you are a business user, a technical expert or a developer, our goal is to help you to
develop both the technical know-how and the creative vision it takes to meet your most
demanding business challenges.

Get Certified

OpenText Certification Programs are intense and interactive sessions designed to maximize
participants understanding of the OpenText product suite.

Get Adoption

In addition to the regular course schedule, we offer a variety of consulting services to optimize
your learning efforts and accelerate user adoption.

Global Customer Service eBook

Online Support Infograph on SlideShare

Solution

The training content is located between the Customer Alerts and Support Programs section and
can be edited or updated easily by the content team using WEM. It is visible to all users and
includes links to learning services webpages, the customer service PDF, and the online support
infographic on Slideshare.

Open Text 12
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Support: Open Tickets, Poy Bils, Get Help | OpenText

C] C> x Q [ﬂe”wwwmﬂleﬂc@m!lunwl ) @

\/ "\ \/ s

OpenText Learning Services

Get Training

Whether you are a business user, a technical expert or a developer, our geal is to help you to
develop both the technical know-how and the creative vision it takes to meet your most
demanding business challenges

Get Certified
OpenText Certification Programs are intense and interactive sessions designed to maximize
participants understanding of the OpenText product suite.

Get Adoption ]|
In addition to the regular course schedule, we offer a variety of consulting services to
optimize your learning efforts and accelerate user adoption,

STTRRNA

]
:
i\

Learn about OpenText's industry leading

Customer Service How can we help you?
Download the Global Customer Service OpenText Online Suppert Infographic >
eBook >

4% \ \/ \/

Figure 8 — Training content

2.2 Webinars

Provide feeds of upcoming and pre-recorded customer support webinars. The webinar links will
require login to KC.

Solution

The webinars list is populated by a feed, similar to existing functionality on the “Events and
Webcasts” page. The webinar list is located in the sidebar below the blog feed and formatted
automatically using an existing display view in WEM for formatting webinar lists. The list of
webinars is curated by the content team and can include publically available webinars as well as
those that require a supported customer account log in.

e Users who click a webinar link requiring log in are prompted to sign in to OT Connect. If
the user does not have a support contract, he then sees an alert message, as outlined in
requirement 1.2.

Open Text 13
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e Registered visitors who click a webinar link requiring a support contract see an alert

message, as outlined in requirement 1.2.

e Supported customers who click a webinar link requiring a contract are redirected to the

webinar page in the KC.

Support Open Tickets, Pay Bills, Get Help | OpenText

o D x Q |hllDwawob'nl¢ilcomHuDDOfl

A A A

KNOWLEDGE CENTER WEBINARS

APR
06
JAN
20

Achieving Effecient
Matter Centric Document
and Email Management

{log in required

Document and Asset
Maonagement Integrations

OpenText Enterprise
Connect & Office Editor

10.5.2 {log in required)

More webinars >

\/ \/ \/

N

Figure 9 — Webinar list in the sidebar

2.3 Alerts

Provide feeds of most recent customer alerts from
https://knowledge.opentext.com/knowledge/cs.dll/open/3279562

These would only be for users with access to support. Other users will see a placeholder for this

content.

Solution

Open Text
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This requirement could have a dependency on Marketing to provide new HTML/CSS design for
displaying alerts for supported customers.

Not Logged In
Users see a sign in link in the customer alerts section notifying them that if they are supported
customers, they can sign in to see alerts for their products.

If they click the sign in link, they are prompted to log in to OT Connect.

Support: Open Tickets, Poy Bils, Get Help | OpenTaxt

O ® X Q (bt / fwwwopentext com/support ) @

\/ \/ \/ \/

OpenText Customer Alerts

Alerts are available to customers with current support contracts. Sign in to view alerts for
your products.

5 A A i

Figure 10 — Alerts box for users not logged in

Registered Visitor
The customer alerts message changes to provide a link to request an account upgrade.

Open Text 15
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Support: Open Tickets, Poy Bils, Get Help | OpenText

O Q x Q |hllp!.fwwwopedtu|com.fsuowl 1 DJ

N N\ N N

OpenText Customer Alerts

Alerts are available to customers with current support contracts. Not a supported
customer? Reguest an account upgrade

Ay A A N

Figure 11 — Alerts box for registered visitors

Supported Customer
When a supported customer clicks the “sign in” button in the Customer Alerts section and is
logged in, he will remain on the WWW)/Support page so that he may view his list of alerts.

Alerts for the customer’s products display in this section. They are arranged by product, then by
alert type for each product: Customer Advisories, Security Alerts, and Technical Alerts.

No alerts display by default. The customer must select a product from the product lookup. He
can choose a different product at any time and the list of alerts will update. If possible, we will
restrict the list to the customer’s entitlements only.

Only alerts for the last 90 days are displayed. The help text includes a link to view more alerts in
the KC.

If the customer clicks the link for a specific advisory, he is taken to the advisory’s page in the KC.

Open Text 16
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If there are no alerts for a product or category, a help message displays with a link to the KC to
view archived alerts.

Support: Open Tickets, Pay Bills, Get Help | OpenText
O Q x Q 'htlof!nnwootnlt:twma’auﬂooﬂ } @

=
OpenText Customer Alerts
OpenText Customer Support has three types of alerts: Customer Advisories, Security, and
Technical (learn more). All customers are encouraged to subscribe to this service to receive
timely and accurate delivery of important software information.
Select a product to view alerts: [Content Server |v]
Showing alerts from the past 90 days. View all alerts in the Knowledge Center
|

Customer Advisories

Update 2015-03 is now available for Content Server 10.5.0 Service Pack 1 and Content Server
10.0.0 Service Pack 2 2015-03-16

Content Server 10.5.0 Service Pack 1 and Content Server 10.0.0 Service Pack 2 Update
2014-12 are now available! 2015-01-07

View the advisories archive >

Security Alerts
There are no recent security alerts, yay! View the security alerts archive >

Technical Alerts

OpenText Technical Alert - In Content Server,_using the Document Properties Synchronization
module_data loss may oceur 2015-04-02

View the technical alerls archive >

\/ \/ \/ \/

Figure 12 — Customer alerts for supported customers

2.4 Support Programs

Keep existing information about Support Programs on WWW/support.

Solution

No changes required. The same content is available to all users and can be edited or updated
easily by the content team using WEM.

Open Text 17
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Support: Open Tickets, Pay Bills, Get Help | OpenText

O o x Q hitp://wwwopentext com/support

] &)

\/ \ \

OPENTEXT PRODUCT SUPPORT PROGRAMS

Premier Anywhere

‘ ‘ Proactive and pi support tailored to your specific business needs to
“ help prevent problems, speed up resolution times, and simplify deployments
and upgrades. Our top-of-the-line program includes assigned resources and
deliverables, plus support for all issues—24 hours a day, 7 days a week, 365

days a year

Learn more >

Anytime

Critical issue support for the OpenText applications powering your key
business processes

Learn more >

4% \ \

Figure 13 — Support program content

2.5 @OTCC Twitter Feed

Keep existing Twitter feed on WWW/support

Solution

No changes required. Twitter feed is available to all users. It utilizes Twitter’s own embed code

and displays tweets from the @OTCC account.

Open Text
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Support: Open Tickets, Pay Bills, Get Help | OpenText
O @ X Q (hete /I wwweopentext com/suppert ) @:)

"\ "\ "\

v O

LATEST TWEETS FROM @0TCC

s |
71 OpenTextCustomerCare Im |il
OTCC @oTCC

(-]

In #0penText Business Inteligence,
how do you gve users Read Only
access? ewly/LovAp 8OTKB 8Bl

71 OpenTextCustomerCare %
o1cC @oTce
II \| e

To Keep or Not To Keep: A Records
Management Question owly/Lodge
20penText BECM Erecords

[fwestw@orce —Eﬂ

A N A\ A

Figure 14 — Twitter feed in the sidebar

2.6 OTCC Blog Feed

Show the Blog feed for http://www.opentext.com/portal/site/communities/opentext-online

Solution

The blog feed is populated using the RSS feed from the OpenText Online blog. It is located in the
sidebar below the Twitter feed and formatted and updated automatically using an existing
display view in WEM for formatting blog feeds. Clicking a blog link takes the user to the blog
article page in the Community site.

Open Text 19
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Support: Open Tickets, Poy Bils, Get Help | OpenText
O o X Q {htte//wwwopentext com/support B @:3

"\ Y% \/ "\

OPENTEXT ONLINE BLOG

To Keep or Not to Keep: A
Records Management Question
By Kiera Obbard

April 8, 2015

Managing Your Business
Processes

By Kiera Obbard

March 31, 2015

Creating a Sustainable Future
Earth Hours 2015

By Kiera Obbard

March 27, 2015

More blog articles >

2" Ay e A

Figure 15 — OpenText Online blog feed in sidebar

Considerations

Mobile Display

Though mobile isn’t a specific requirement for this project, responsive design is a dependency
since it is incorporated into the current WEM site design. Changes and additions to
WWW/Support page content should utilize the existing framework.

Open Text 20
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Support: Open Tickets, Pay Bils, Get Help | OpenText

O ED b 4 Q (htte/iwwwopentext com/suppart ) @

<

OpenText Support Tools and
Services
Open a ticket for technical questions, search the

knowledge center for solutions, request a

Go to MySupport

% Have a question? Live Chat with
customer support

OpenText Customer Alerts

OpenText Customer Support has three types of
alerts: Customer Advisories, Security, and Technical
(learn more). All customers are encouraged to

accurate delivery of important software information.

Select a product to view alerts:

Content Server '|!]

Showing alerts from the past 90 days. View all alerts
in the Knowledge Center

Customer Advisories

Update 2015-03 is now available for Content Server
10.5.0 Service Pack 1 and Content Server 10.0.0
Service Pack 2 2015-03-16

Content Server 10.5.0 Service Pack 1.and Content
Server 10.0.0 Service Pack 2 Update 2014-12 are now
available! 2015-01-07

View the customer advisories archive >

Security Alerts
There are no recent security alerts, yay! View the
security alerts archive >

Technical Alerts

OpenText Technical Alert - In Content Server, using
the Document Properties Synchronization module, data
loss may occur 2015-04-02

View the technical alerts archive >

OpenText Learning Services

Get Training
Whether you are a business user, a technical expert

or a developer, our goal is to help you to develop both
the technical know-how and the creative vision it takes
to meet your most demanding business challenges.

w
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Figure 16 — Supported customer mobile view with customer alerts
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For additional information, please contact:
Rachele DiTullio

IT Developer, EBS Portal Team

OpenText Corporation
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