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Service Guide & Support
The main goal of this document is to guide how to manage support tickets that have 

already been opened, or open new requests within the CS Global IT Support 

Platform.

This document applies to everyone who will consume the Support & Outsourcing 

service, or CS Global IT's Digital and Cloud Platforms.
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Now you and your team can count on ®CS GLOBAL IT

to help properly solve everyday technical problems.

24 Hours per day 7 days of the week
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VE-mailsupport@csglobalit.com

By sending na email, your ticket will be 

opened automatically, and sorted by the 

Keywords used in the title and body of the 

email, where it will be assigned to a Support 

Analyst.

VTelephone+44 20 3519 2009

You can also Contact us by Telephone, to open calls 

manually, answer questions about services, products and 

other matters such as your account or financials.

VClientôsPortal
https://www.csglobalit.com/

Through our website, you can access the 

Customer Portal, there you can consult all your 

open and historical technical calls that have already 

been closed, as well as procedures and clarify 

doubts through the Chat.

VApplication

Through our APP, you will have a vision of your 

environment in seconds, and you will be able to 

quickly create a call wherever you are.

App Manual atthe endof thisdocument

SERVICE
CHANNELS

mailto:support@csglobalit.com
https://www.csglobalit.com/
https://play.google.com/store/apps/details?id=com.appcs2021&hl=pt_BR&gl=US
https://apps.apple.com/br/app/cs-global-it-inc/id6444131860?l=en
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So that your ticket can be accepted, and correctly directed to the service,

it is important to pay attention to some details:

1. SEND IT THE TITLE, WHAT IS THE PROBLEM SUMMARIZED.

2. IN THE DESCRIPTION OR BODY OF THE E-MAIL, PUT THE MAXIMUM OF DETAILS YOU CAN.

3. SEND A SCREENSHOT WHENEVER POSSIBLE.

4. ENTER YOUR CONTACT INFORMATION.
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It will not be accepted, classified or considered as valid for service,

requests without the minimum information;

ÅFORWARD AN EMAIL TO SUPPORT, FOR HISTORY ANALYSIS.

ÅSENDING A CONTACT REQUEST, WITHOUT PROBLEM DESCRIPTION.

ÅUSE OTHER WAYS TO CONTACT THE TEAM, OUTSIDE THE SERVICE CHANNELS (PERSONAL CONTACT).

ÅGENERATE HISTORY OR APPROVALS, OUTSIDE THE CALL OR SERVICE CHANNELS.
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1. Through the website,

At the top, click here:

2. Enter your username and password 

provided by our team.

URL: https://it.csglobalit.com/

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ

https://www.csglobalit.com/
https://it.csglobalit.com/
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If you have trouble logging in, click on ñForgot your 

password?ò and on the next screen, enter your corporate 

email.

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ
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Services

Here you will be able to 

open a call or Deployment 

GMUD, Office 365, 

Firewall Rules or VPN.

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ
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To open a call, click "New Call", follow the instructions on the screen, and then 

click "Send".

EXAMPLE ɲHOW TO REQUEST 
(PANEL)
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Fillouttheinformationaccordingto

yourrequest,thecategorieswill

changeaccordingtothetypeof

requestandcanbeIncidentfor

unavailabilityproblems/problem

thatpreventsyoufromworkingand

theothersthathavenoimpacton

thebusiness,areclassifiedas

Request.

EXAMPLE ɲHOW TO REQUEST 
(PANEL)
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Fill out your request stating the problem, 

example, for Office and Windows 

problems, use the category End User / 

Analysis / Troubleshooting

Important to inform the name and e-mail 

of the person who is having problems.

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ
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Inform in the fields below, just like 

the email format.

In the title, briefly detail the 

problem and in the description of 

the call put as much information so 

that the technician can have a 

faster diagnosis.

It is also important to provide a 

means of contact for validation and 

remote access request.

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ
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After opening the call, you can view it on the ñMy Callsò screen, where you will 

find the entire history of the call, its classification and SLA.

Your ticket ID is in the second column.

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ
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In call interactions, you can reply with a text or print screen and then click Add, 

example:

Chvgt"uwdokvvkpi."kv"yknn"nqqm"nkmg"vjku<

Just below, the added attachments are shown.

EXAMPLE ɲHOW TO REQUEST 
(PANEL)
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The solution interactions, are colored blue and in the side menu, you will see the 

status of the call as closed and if you disagree with the solution, you can click 

Reopen and send your comment.

Gĕ «Ù¡Gʋɲg¶Đʋñ¶ʋÜGÛøGäñʋ
ɪÙ G¡ɫ


