Process Guide: Requesting Teams Events
Hosting Assistance via Engage Centre

A Step-by-Step Guide for Customers

Introduction

This guide explains how customers with Unified Contracts can request Teams Events
Hosting assistance through the Engage Centre, ensuring an efficient support process from

request to resolution.

Note: Please be aware that you need to submit this request at least 2 weeks prior to your
Event —the Team Hosting Services Team and your CSAM will reach out to you once this is
received to ensure you have those services in place.

Note: This process is only for customers seeking Teams Events Hosting assistance, not for
submitting reactive support cases.

1. Accessing the Engage Centre

1. Please go to (https://EngageCenter.microsoft.com) log in the Engage Centre portal
using your credentials.
To let event managers and hosts submit requests to the portal, follow these steps.
(User Management - Microsoft Engage Center (Services Hub) | Microsoft Learn

2. Upon successfully login, you will be directed to the main dashboard go to the Help
+Support menu, expand the How can we help you Section.

3. You will see product family - Select Cloud and Online Services, you will then see
Product Service type — Select Events Hosting Assistance,

4. Then click the Create a Support request as shown below.
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1.

Engage Center
Engage Center | Help + Support

rently viewng Apollo Production 1 (change)

Support j
Start Ove L' Create a support request - Phone support &7 Give feedback

57 Help + Support -~
U More Unguages sre now avallabe 1or your support cxpenence. Visit thes localzalon guds of go directly t0 (hange your
Manage Cases
How can we help you?
S Support Insghts
us about the issue to get solutions and support
Resources

Product Family * loud 308 Online Servicers
Product or Service Type * Events Hosting Assistance

Troubleshooting steps

No troubleshoots

You will be prompted to give a summary of the request example: | need help with
Hosting a Teams Townhall or Webinar then click next.
The Problem details page will come up this is where you will specify what help you
need in the problem details info. Please provide a short description of the type of
service you heed — a day or multiple days of services to help you prepare, or host
your Townhall or webinar events
Next, please be sure to follow these below steps to ensure your request is routed
to the Teams hosting services otherwise the request will be misrouted and will take
longer to get assistance.

1. Support Plan = Unified Enterprise Advisory Support

Severity=B
3. Preferred contact method = Email
4. Your availability = Only during business hours
5. Click Next
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4. The final step is to review your submission and click submit

New support request
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4. Confirmation and Tracking

1. Once your request is submitted, you’ll get a confirmation message on screen and by email
with a reference number.

2. Checkyour request status anytime in the Engage Centre dashboard under "My Requests"
or "Service Requests".

5. Communication and Updates

1. Afteryour case is assigned, a Teams Events Hosting Assistance team member will review
it and contact you and your CSAM to confirm you have the correct VBD for your request.



2. Your CSAM may follow up to discuss next steps. Once the right VBD is confirmed, the
Teams Events Hosting assistance team will schedule an initial meeting to gather more
information and outline further actions.

6. Service Delivery and Completion

1. Event Support: On the scheduled date and time, the Teams Events Hosting
Assistance Team will provide the requested support for your Teams event.

2. Completion Notification: Once the service is delivered, you will receive a
completion notification and a feedback survey to rate your experience.

7. Support and Troubleshooting

1. Help Resources: If you encounter issues during the request process, access the
Engage Centre’s help section for FAQs and troubleshooting tips.

2. Contact Support: Forimmediate assistance, use the "Contact Support" feature
within the Engage Centre or call the customer support hotline provided on the
platform.

Conclusion

Customers can quickly request Teams Events Hosting help via the Engage Centre. For
additional support, contact your Customer Success Account management team.
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