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Support and Maintenance Requests


For all bug reports and change requests, please fill in the information and submit the complete report to: 

Email: support@mobigator.com

Fax: +852.2524.9050

For emergency support, please call +852.2524.9000 (please note that a report with the above information is necessary to process your request effectively).

The support hours are 10am-6pm Monday to Friday (excluding public holidays).
For change or feature requests, please remember to get an approval from your manager before submitting the request form, otherwise we will consider the request and any resulting charges approved.
	1. Reported by
	

	2. Date
	

	3. Approved by*
	                                                                 

	4. Problem Type
	Helpdesk / Application 

	5. Area / Department
	

	6. Severity
	Urgent / High / Low

	
	

	7. Summary of problem / request: (please provide a precise description of problem/requests*)


	For bug report: 

8. Please describe the steps to reproduce the problem.

9. Please describe the observed result from the current system.

10. Please describe the correct/expected result.




	11.  Screen captures and mockups.

For change request, please submit a mockup of the requested changes if appropriate. 

For bug report, please include a screen capture of the error page: 

1. Navigate to the page that contains the error.

2. Press the “PrintScreen” button (typically on the upper right of your keyboard).
3. Click and focus in the area below.
4. Press “Ctrl-V” to paste the screen capture.



	12. Diagnosis 


	13. Estimates (if the estimate is more than 1 hr for remote support and 2 hrs for onsite support, please request user approval before proceeding)

	14. Resolution

	15. Sign off (by client)


Please refer to the support contract for detail terms and conditions.  

All requests should be approved by the authorized person before submission. 

By submitting a request, client agrees to pay for all necessary and reasonable expenses related to resolve the problems. 
All support requests are subjected to a minimum charge of 1 hrs for telephone or remote support, and 2 hrs for onsite support.  
* Client is solely responsible for incorrect problem description or unauthorized requests.
PAGE  
Page 3 of 3

[image: image1.png]