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Synopsis
This document explains how to use the Kallik Support Center Website.

Access
Kallik only provide support to company’s registered for Kallik support. As part of your
Agreement / Contract Kallik provides a web application which tracks all support requests.
We place a great value on our user’s ideas for improving our product range so please feel free
to log your ideas into this system.
Access is via a unique log in and password. Users will have been set up by the Kallik Support
Team when the Agreement / Contract were first bought.

Support Center Contact Details
Web site: https://support.kallik.com
Email: support@kallik.com
Phone: +44 (0)1827 318101
Kallik will accept support request phone calls from a single nominated representative from the
customer’s team. Please ensure all support requests are channelled through to this nominated
representative to ensure continuity of contact between companies.
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Initial Login
To log into the Kallik Support Center site log in via the Kallik web site at
https://support.kallik.com

Once you have got to the Kallik Support Pages, you are presented with the login screen.

Figure 1 - Login Screen for Support Center

You must enter your Kallik Support username and password to access the site.
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After login you will arrive at the main screen.

Figure 2 – Main Screen

New Request
Choosing ‘Submit Service Request’ allows you to create a support request.

Figure 3 – New Request

Doc No: 19 Issue 6

© Kallik 2020

Page 5 of 8

TIP! Use a good descriptive name in the Title as it will help you easily identify the request on
future screens and communications. Additional details can be supplied in the ticket such as
the Web Browser and Operating System being used, along with the Area of AMS the request
applies to and whether you can reproduce an issue.
You can attach multiple files to a request up to a total maximum size of 20MB.
Upon successful submission of the form you will receive an email confirming receipt.
Kallik Support Center will now evaluate the Support Request and assign a severity level to it
based on the criteria in Kallik Support Policies and Procedures agreement.

Find Request and review progress
It is possible to track what is happening with the request, and if you wish, to add more
information.
If you look at Figure 2 (Main Screen) under the submit service request link you will find a
search facility. This allows you to search for your request based on the criteria entered.
You can put in search criteria or just click on ‘Search Requests’ to give you all the requests
you have raised and these will appear under the ‘Search requests found’.
Once you have found the request if you click on the ‘ID’ of the request you get detailed
information about the request.
You can also export a list of the tickets found in the search by clicking on the Export to CSV
link near the top of the screen.

Figure 4 – Request detail

To add information to the request, choose ‘Submit New Info’ on the right hand side of the
information.

Doc No: 19 Issue 6

© Kallik 2020

Page 6 of 8

Information Request
On occasion one of the Kallik Support team may request additional information. This will come
via email containing a hyperlink. If you click on the link, you are taken through to the login
screen. After logging in you will be taken directly to the request where you can view the
history and add in the additional information requested.

Closing Requests
When the request has been resolved by Kallik support, it will be set as resolved in the Support
system and you will receive a confirmation email. If no further update is made to the ticket
after 10 working days, the ticket will be set to Closed. If you are in agreement with the
resolution you may either close the resolved issue yourself, or wait until it has been
automatically closed.
Clicking on the link in the email takes you to the Support site login screen. Once you have
logged on you get a search with the request as the result.
Clicking on the request ‘ID’ on the right gives you a detailed history of the request, the screen
also gives you the ability to re-open the request.
If you are in agreement that the resolution has closed the issue then you need to do nothing.
However if you believe that the resolution is incomplete, re-open the request explaining why
you believe this is not a closed issue. To re-open a request where the status is closed then all
you need to do is choose ‘Submit New Info’ on the right hand side of the information and
explain your reason why the request is not closed.

Figure 5 - Re-open a request

To re-open a request where the status is Resolved, use the Reject Resolution option in the list
on the right hand side and provide your reason why it has been rejected.
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Ticket Type Statuses
The following Ticket Type Statuses are used so you can track the progress of your ticket.
•
•
•
•
•

•
•
•
•

•

‘Submitted’ - denotes that a Ticket had been logged or one that has been reopened
but has not yet been assigned.
‘Open’ – the ticket is undergoing an initial review by the Kallik Support Team.
‘Open WIP’ – indicates that the ticket has been assigned to a support member and the
work is in progress.
‘Open AWI’ – indicates Awaiting Client Information. The ticket is at a point where
further information is required from the client or a 3 rd party to progress the ticket.
‘Open IQA’ – the issue has been resolved in the code and released to the Kallik internal
QA team. At this point the code has not been deployed to the non-production
environment.
‘Open AD’ – this is a defect that is waiting to be planned into Development
‘Open CR’ – this is a Change Request that is waiting to be planned into Development
‘On-Hold’ – this means the ticket is currently on-hold pending other action
‘Resolved’ – The issue has been set to resolved but is awaiting the client to review the
fix and to close the ticket. This may also include a code fix that has been deployed to
the non-production environment for a client to User Acceptance Test.
‘Closed’ – There are 2 situations in which a ticket can be closed
o The client has confirmed a fix is good and has closed the ticket or,
o The ticket is closed automatically – this will happen after 10 days if a resolved
ticket is left in a dormant state.

Knowledge Base
Clicking on the knowledge base brings you up the Knowledge base page.

Figure 7 - Knowledge base, choose category

Clicking on the appropriate category brings you up any sub-categories as well as any articles in
that category.
You may also search the Knowledge base for articles that match your specified search criteria.
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