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Overview

This guide provides step-by-step instructions on how to contact the
Hearsay Support team and follow-up with your open tickets. We'll go

through all the features that will allow you to:

e Create support tickets for technical questions or problems

e Reply back to open tickets

e View our release notes

e Checkthe Hearsay platform status for current or past incidents

e Stayinformed of Hearsay’s partner network updates and incidents
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Submit a support ticket

There are a few different ways to contact the Hearsay Support team, but note that the
easiest way to reach out to us is by emailing:

e support@hearsaycorp.com

Doing this will open a ticket, and one of our Product Specialists will be happy to help you
answer your questions or resolve any concerns.

HELP CENTER

One of the options to contact the Hearsay Support team is by visiting our Help Center and
submitting a request.

To access our Help Center, you must:

1. Loginto your Hearsay account via desktop.

Click the the Help & Feedback button at the top right corner of your screen.
3. Andselect Help Center.

@®
A Notifications ~ £ Settings ~ @ Help & Feedback ~ @ v

Help Center

Leave Feedback

You can also directly access our Help Center by going to: success.hearsaysocial.com
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https://success.hearsaysocial.com

Once in the Help Center, you can submit a request so that our Support Team can assist you.

1. Click the Submit a Request button at the top right corner of your screen.

hearsal’ HELP CENTER CORPORATEWEBSITE  VIDEO LIBRARY  PLATFORM STATUS
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2. Enter as many email addresses as you'd like in the CC field.

3.  Enter aSubject for your issue. This is similar to a subject of an email, which should be a
brief description of the ticket.

4. Typeinthe details of the ticket in the Description field. Please be as specific as you can
and include all relevant information, including names, emails, links, dates, and more.

5. Upload any relevant Attachments. We accept all file formats so please upload as many
attachments as you'd like!

a.  NOTE: Hearsay’s Support Team appreciates and wants as many relevant attachments
as possible. The more information you provide—including screenshots of what you are
looking at—the more quickly Hearsay can understand the issue and speed up the
troubleshooting process.

6.  Click the Submit button to send your case to the Hearsay Support team.

Submit a request

# Aimtoinclude as much information and detail in your request as possible to reduce delays between replies

CC (optional)

Add emails

Subject

any pages where issues may be occurring. It is usually helpful if you can attach
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HELP ICON

You can also contact our Support Team by using the Help icon after logging into your Hearsay
account on your desktop.

Please note that the Help icon can be enabled or disabled according to your organization’s
needs. To activate this feature, contact Hearsay Support by submitting a request via our

Help Center or email.

1. Logintoyour Hearsay account via desktop.
2.  Click the Help button at the bottom right corner of your screen.
a. NOTE: The Help button also gives you access to our Help Center widget. From there you

can search for articles and tutorials by keywords.

O]

@®
Home A Notifications ~ £+ Settings ~ @ Help & Feedback ~ @ -

Engagement Check-in

- 1 UNREAD MESSAGES
From the last 7 days

Recommended Actions (2)

@ . Reconnect your LinkedIn account

i)

Your LinkedIn account was disconnected from Hearsay due to software updates or
password changes. To resume publishing, reconnect now.

Reconnect Now

EEER  Sybscribe to the campaign “THE campaign” to auto publish regular content

®in 2 days
<To be or not to be... That's the question Investment News is asking in their new @ Help
article.> The article states that more than half of Gen Zers and millennials rely on social

madia far inuactina infarmatinn alana with naarhs a third ~f Ran Vare (nanciimar

(Help Icon continued on next page)
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(Help Icon continued)

3. Toreachout to Hearsay Support, click Leave us a message.

Help -

Q_ Search our Help Center

Top suggestions

1. Subscribing to Dynamic and Relative
Campaigns
2. Scheduling Content in Hearsay Social

Leave us a message

4. You'll be asked to enter your name, your work email address, the topic of your inquiry,
as well as attachments that could help our Support Team better understand the scope of

your ticket.

« Leave us a message =

Your name
Email address

How can we help you?

Attachments

) Add up to 5 files

5.  Onceready, click Send and it will automatically create a Support ticket.



Replying back to Hearsay Support

The easiest way to reply back to an open Support ticket is to respond via email from your inbox.

Alternatively, you can visit our Help Center (success.hearsaysocial.com) and go to My Activities

tab, which will give you access to your past and current open tickets. To access it:

1. Gotoour Help Center via your Hearsay account or by visiting
www.success.hearsaysocial.com
2.  Click the profile picture on the top-right corner.

3. Select My activities from the drop-down.

My activities

Sign out

|

4. Oncein My Activities page, filter your ticket queue to view only the requests you
personally opened, the ones you have been CC’d on, or your organization’s requests.
a. NOTE: To see your organization's requests, please contact Hearsay Support so that we

can enable this feature for you.

My activities

Requests Contributions Following

My requests . RequestsI'mCC'don .+ Organization requests

(Replying back to Hearsay Support continued on next page)
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(Replying back to Hearsay Support continued)

5. Youcan also filter your ticket queue by Status, which can be Open, Awaiting Your Reply,
and Solved. Additionally, you can use the Search bar to search for specific tickets by
keyword.

STATUS:

Searchrequests v Any
Open
Awaiting your reply
Solved

6. Toreply back to a Support ticket, click into one of your tickets and scroll to the bottom
until you see the large text field to type in your reply.

CC Addemails

T B I = = BH &2 B 9

Add file or drop files here

SUBMIT

7.  Onceready, click the Submit button.

Note: Even though a ticket is closed and marked as Solved, you can always follow up on it.

To do so, open the ticket in question, scroll to the bottom of it, and click “create a follow-up”.

This request is closed for comments. You can create a follow-up.
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Release notes

Hearsay has a major product release about every six weeks, as detailed in the 2024 Hearsay
Release Schedule. Some features and enhancements can also be previewed in a sandbox
environment prior to their release.

To receive an email for newly published release notes or early release guidance, visit
release.hearsaysystems.com and click Subscribe to Updates.

hearsay & Englen

New at Hearsay

Her

MOBILE
Permanently dismiss the Allow Contacts Access card

quest card on the

with their

Home scre Vhile allowing Hearsay to access contac

ts, some mobile users prefer not to grant a to contacts. The request card used to reappear on the

busines:

Home screen even after it was dismissed.

If the user chooses to dismiss the card permanently, the card only reappears if they delete and reinstall the Hearsay
| ALposTs

Mobile app. If they dismiss it temporarily, it disappears for the current session and reappears next time they open the

Hearsay Mobile app.

| MAJORRELEASE

To enable the change, update to the latest version of Hearsay Mobile or Hearsay for Intune on a supported iOS or

J mosie
Android device.

J socia

New dismissal popup for Allow Contact Access

Outside of major releases, we also release features and enhancements on a one-off, continuous

basis and publish them to release.hearsaysystems.com. These are typically small, non-disruptive
changes to the interface, or enhancements that require admin enablement prior to organization

use.

Please visit How releases work at Hearsay to learn more.



https://success.hearsaysocial.com/hc/en-us/articles/16918282781975
https://success.hearsaysocial.com/hc/en-us/articles/16918282781975
https://release.hearsaysystems.com/
https://release.hearsaysystems.com/
https://success.hearsaysocial.com/hc/en-us/articles/9177602858007-How-releases-work-at-Hearsay
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Hearsay platform status

The Hearsay status page, located at status.hearsaysystems.com, is used to communicate any
major issues within the Hearsay platform in real time to program administrators.

When Hearsay experiences a production outage or degraded performance affecting multiple
organizations and/or products, Hearsay will create an incident on our status page. This will

notify all subscribers who are subscribed to the specific Hearsay product that is tied to the
active incident.

To subscribe to our status page:

1.  Navigate to status.hearsaysystems.com or click on Platform Status on the top

navigation bar.

CORPORATEWEBSITE VIDEO LIBRARY [l PLATFORM STATUS CATEGORIES v ENGLISH (US) v
r ' N 7

SUBMIT A REQUEST ‘ v

2.  Click the Subscribe To Updates button.

hearsay

(Hearsay platform status continued on next page)
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(Hearsay platform status continued)

3.  Select how you want to receive notifications - via email, SMS, or RSS feed.

SUBSCRIBE TO UPDATES

Get email notifications whenever Hearsay
Systems creates, updates or resolves an
incident.

Email address:

SUBSCRIBE VIA EMAIL

By subscribing you agree to our Privacy Policy.
This site is protected by reCAPTCHA and the Google
Privacy Policy and Terms of Service apply.

4.  You'll be brought to a screen to select which Hearsay product notifications you want to
be subscribed to. You can select all, one, or any number in between.

hearsay

Choose which components to get status updates for.

Subscriber:

You can select the individual components to get notifications about when they are affected in

an incident or maintenance.

Components Select none

Analytics
API

Compliance

5. Onceready, click Save on the bottom.
6. You'll thenreceive a confirmation via the method you chose.

e  Email subscribers: You must click the confirmation link in your email to receive
notifications; it expires after 90 days. Once the confirmation link is clicked, you'll be
taken back to the status page and that's it! As long as you remain a subscriber, you'll
receive updates when incidents are posted to the page.

e  SMS subscribers: You must reply back with “YES” to your text in order to subscribe to
Statuspage SMS alerts.
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To unsubscribe from our status page:

For email subscribers:

1. Click the Manage your subscription link from any of our historical status page emails.

Hearsay Systems

Spinning Wheel When Creating Content

A postmortem for this incident has been published

Read the full postmortem.

Time posted

Jul 16, 14:14 PDT

Components affected

Social

View 6 previous incident updates

You received this email because you are subscribed to Hearsay Systems's service
status notifications

Manage your subscription

Powered by Atlassian Statuspage

2. Youwill be redirected to the page where you can select or deselect the Hearsay products
you wish to subscribe to. Click the Unsubscribe from updates link.

Subscriber

Email

Unsubscribe from updates

(To unsubscribe to our status page continued on next page)
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(To unsubscribe to our status page continued)

3. Apop-up will appear. Click the Unsubscribe from updates button.
Unsubscribe X

Are you sure you want to unsubscribe from all Hearsay Systems status
updates?

Cancel UNSUBSCRIBE FROM UPDATES

For text subscribers:

You can unsubscribe from SMS notifications by replying STOP.
NOTE: Some international carriers don't acknowledge "STOP" messages, which may require
you to reach out to Hearsay Support so we can unsubscribe your phone number.

To update your status page subscription:

1. Inany of our historical status page emails, click the Manage your subscription link.
2.  Check or uncheck the box of the Hearsay Components you wish to be notified about.

Components Select none

Analytics
API

Compliance

3. Uncereaay, click Save at the bottom of the page.

Cancel N3

Please visit our Help Center article to learn more about: Operational Status Page.
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Partner updates

As of June 3, 2024, Hearsay'’s partner network updates will no longer be posted to our Help
Center. Instead, important updates and incidents related to Hearsay’s supported social

networks will be posted to our Status Page.

This change aims to provide faster real-time updates, while offering a centralized location for all

production incidents, and a better overall better experience for all Hearsay administrators.

Hearsay proactively subscribed our Social admins to the new partner integrations section of our
Status Page, but we strongly recommend that you double-check your subscription. You can do
so by checking your inbox for the subject “Hearsay Systems Incident.” (Note that some inboxes
may require quotes for more accurate search results.) Once you click into a historical incident
email from our Status Page, please click the “Manage your subscription” link to select which

components you would like to subscribe to.
If you haven't yet subscribed, please navigate to our Status Page, click the “Subscribe to

Updates” link, enter your email address, and click on the verification email you will receive
shortly thereafter.

hearsay

Please visit our Help Center article to learn more about: Partner Networks Updates on
Status Page
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