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Ticket messages will open at the top of the most
recent message

2022-11-28 - Lara Proud - Comments (0) - Product (Agent)

We have improved the helpdesk’s behavior when opening a ticket. When the ticket thread loads, it will open at
the beginning of the most recent ticket message, providing you with the most convenient view of the last
message in the thread.
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1] e Hi Agatha,
1 mon We just wanted to follow up and send a reminder about changing your payment details, as your next bill is due to be processed in 5

ket o rwai working days

a Agatha Bardle ’ We wanted to ensure you don't encounter any issues with the direct debit, in case you were unable to update the information.
agathabardle@example.com
You can update the details by following this guide that my colleague sent you a few weeks ago. I have also included these instructions at

s the bottom of this message to make it as simple as possible for your to update your payment information.

Or you can reply to this message with the updated information and a member of our team can update this for you before your next billing
date if that would be easier :)

ZLRV-4282:V)DP If you did want to update the information yourself here are the steps ta follow.

5) 2218 Energy Updating Billing Information:

partment* 1. Make sure you are signed into an administrator account.

B Customer Support - USA 2. You will need to go to your Admin Console, you can access that through this link: www.221benergy.com/admin/energy-io

3.1n the Admin console, go to Menu > Billing > Payment Accounts.
= £nglish

4. Next to your subscription, click View payment methods.
hat are you hoping to get in tof 2
Updating an existing account 5. Next to the credit card you want to update, click Edit or Fix.
Num 6. Update the expiration date, CVC number, or name.
7. Click Update.

8. You should see this confirmation message which will let you know the details have been changed successfully:

V UPDATED SUCCESSFULLY

This should update the payment method used for your subscription and let you continue with your direct debit as usual.
Hopefully, this works smoothly for you and means there's no disruption to your service

Let us know if you need any additional support!

Thanks,
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This change has been implemented based on customer feedback where individuals with long signatures or those
sending and receiving particularly lengthy ticket messages had to scroll to the beginning of the message when
opening a ticket.

We wanted to make the context when opening a ticket as useful as possible, so automatically scrolling to the top
of a ticket message when opening the thread provides a more instinctive ticket-opening behavior.

If you wish to move anywhere else in the thread after the ticket has loaded, you can scroll to any other parts of
the ticket thread, up or down, with no issue.
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