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Introduction & general information system

The new Customer Support System is available online at the following link:

www.rfebroadcast.com/support

The Support System can be used by customers to report any errors, problems or anomalies found
on our products.

The system can be used also without registering, however it will be required to provide some data
such as email and company name.
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Welcome to the Support Center
In order to streamline support requests and better serve you, we utilize a support
ticket system. Every support request is assigned a unique ticket number which you
can use to track the progress and responses online. For your reference we provide
complete archives and history of all your support requests. A valid email address is
required to submit a ticket.
Featured Knowledge Base Articles
% Amplifiers /% Audio On IP
How to upgrade firmware amplifier? How to upgrade firmware?
Download instruction file. Request file new firmware Write the relative file for upgrade is on
a USB key Put OFF your machine. Connect the USB Key by the
How to calibre touch screen? How to configure Coder/Decoder/AudioStreaming
Put the machine in "LOCAL MODE" Press and hold Mode
simultaneously the keys "Home" + "Remote" Follow the Download instrucion file.
[% Technical Advice %5 Transmitters
How to upgrade firmware transmitter?
Download instruction file.
How to calibrate touch screen"
Put the machine in "LOCAL MODE" Press and hold
simultaneously the keys "Home" + "Remote" Follow the
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Fig. 1 - Home page Support System

Just click on the entry Open a new Ticket on the menu bar to access the form to submit a support
ticket.

On the page below, in fig. 2, an asterisk marks the required fields to fill in: email and full name.

Then, please select the type of ticket to be submitted from the drop-down menu “Select a Help
Topic” between:

* Feedback

e General Inquiry

o Report a Problem

* RMA

To report a fechnical problem, select the Report a Problem item and fill in the relevant detail form.

On the page below, in fig. 3 you can find form for a “Report a problem” type of topic.

It will be necessary to provide some data such as the serial number and the firmware version of
the equipment.
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Open a New Ticket

Please fill in the form below to open a new ticket.

Contact Information

Email Address *

Full Name *

Phone Number

‘Ext:

Help Topic

[ — Select a Help Topic —

Create Ticket = Reset = Cancel

Fig. 2 - Open a new ficket
It will also be possible to attach files such as images or text files necessary for technical support
to quickly find a solution to the reported problem.

After submitting the ticket by clicking on the red button “Create Ticket”, you will receive an
email with the number assigned to the ticket and with references to be able to follow the progress
of the ficket.
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Open a New Ticket

Please fill in the form below to open a new ticket.

Contact Information

| Email Address *

Full Name *
‘Supporto
Phone Number

Help Topic

R —

Ticket Details
Please Describe Your Issue

Firmware Version *

Serial Number *
Insert serial number

Issue Summary *

o 9 B I U 5§ 1=oEEE E DB o F —

Details on the reason(s) for opening the ticket.

| ® Drop files here or choose them

Nammlogel
| ® Drop files here or choose them
f

Fig. 3 - Insert a new ticket details
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For unregistered users it will be possible to view the status of the ticket by clicking on the entry in
the top menu bar “Check Ticket Status” and entering email and ticket number received by email
as shown on the page below in fig. 4.
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Check Ticket Status

Please provide your email address and a ticket number. An access link will be emailed to you.

Email Address: Have an account with us? Sign In or
[b-g- john.doe@osticket.com ] register for an account to access all your tickets.

Ticket Number: \ |
| e.g. 051243 | 2

[ Email Access Link J

If this is your first time contacting us or you've lost the ticket number, please open a new ticket

Fig. 4 - Check Ticket Status

At the end of the assistance process, you will receive a message within the platform confirming
that the support has been executed according to our internal standards and will be closed.

It would be welcome to receive feedback through the online support system expressing your
satisfaction level by filing in a free text field with a comment for the support service received.
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