Support News & Updates

Accessing support has never been easier as we have made our help page clearer so that you can find answers to
your questions easily in the future.

Our new support system also offers you faster communication channels and interaction options with our
experienced support team.



Support “Need help?"

How can we help you?

Find answers to the most frequently asked questions below or have a look into cur help documentation ¢

@1 Account - the most frequently asked questions

The most frequently asked questions of
each category are listed by default.

All questions about the individual
products can now be found in the
navigation menu. Click on a product and
a list of subcategories will be displayed.

All available questions are listed on the
right.

Need more help?

Contact your retailer

Please log in or create an ¢
detail
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How can we help you?

Find answers to the most frequently asked questions below or have a look into cur help documentation categ

Support “Need more he

Account - the most frequently asked questions

If the topic you need support with is not listed,
there is also the option to raise a support ticket

specific to your query.

To do so, click on “Create a new support ticket".



B2B Connect

Raising Support _
Tickets o

This field will be filled by the app B2B Connect
Login or registration issues (API)
Enabling the preparation of a ticket (by API)

None

Xentry Support System (XSS) will be

Qutlet
O pe n ed O n Ce you h ave req u ested to The ticket will be created on the following outlet. If you want to create a ticket for another outlet, you <3
ra ise a S u p p O rt ti Cket . 11 - Mercedes-Benz Customer Assistance Center Maastricht N.V.

Which colleagues from your outlet should be able to access the ticket apart from you?

Select

1. Optionally and only if applicable,

Ticket content:

you can change your dealership Wht typeof supart request oy ave?rcquired
here and grant colleagues access to
your request. TT—
Now select the topic for your ——
request.
Depending on the topic, further
information is requested. Please fill
it out accordingly.

4. Now click on "Submit ticket".

Please describe your problem in a few sentences. (reguired)

Please attach any relevant files

Return Shipment forms, Location Change forms, liquidation form or any other relevant forms or screenshots

[ Attach Files




Support
Track support ticket

Your request now appears on the main
page of the Xentry Support System (XSS)
under "My Support Requests". Click on
"Details" to open the request.

At the same time, you will receive an
automatic confirmation e-mail with a
link to XSS and your request.

For each new messages from our
support, you will receive another e-mail
with the link. In XSS, the number of new
messages appears next to the bell
symbol.

&

XENTRY Support System Al support Topics

My Support Requests




Details

S u p p O rt ‘ ﬁf’ruu E(i:rsmet:l: request: Parts ordering (Issues with parts catalogue/dealer locator/shopping basket)
Track support ticket

Status D Quantity Request for

Progress

When you open a request, you will see Details
an overview with the status of your :
request and all details.

Under "Comments" you communicate
with our support team and read the
messages, queries or solutions to you.

your problem or question in a few

er the part number he name and address of your

Click on "Add comment" to reply. Cormments



Support
Track support ticket

You can now write a message and
upload attachments if necessary.

Click on "Submit" to send your message.



Details

B2B Connect request: Purchasing / access issues (XENTRY WIS (Workshop Information System))

When queries are resolved or if no
response is received from the requester
within approx. 2 days, the request is

This field will be filled by the app B2B Connect

You can reopen a closed request within
7 days. To do this, click on "Reopen".

Please describe your problem in a few sentences.

Or you can use the "Duplicate Ticket"

Requested for email

Outlet

. _
-
chp

function if your problem has not been
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