
 1. Introduction 

 The  continued  merging  of  CeleraOne  and  Piano  is  also  accompanied  by  the  move  to  Piano 
 Zendesk  .  Piano  Zendesk  completely  replaces  the  CeleraOne  Service  Desk.  Your  existing  tickets 
 will  still  be  processed  in  the  CeleraOne  Service  Desk  until  they  are  resolved,  and  you  can 
 handle  all  communication  there  in  the  usual  way  via  these  tickets,  but  you  won’t  be  able  to 
 create new ones. For new support requests, please contact us via  Piano Zendesk  . 
 With  this  document  we  provide  you  with  the  first  basic  steps  and  information  to  help  you  get 
 started with  Piano Zendesk  . 

 In this document we describe how to 
 ●  submit new support requests  via  Piano Zendesk  , 
 ●  set a new password  for your  Piano Zendesk  account,  and 
 ●  create a new account  in  Piano Zendesk  . 

 2. Submit support requests via Piano Zendesk 

 Piano Zendesk offers you two methods of submitting new support requests: 
 ●  Support request by mail 
 ●  Support request via web form 

 2.1 Support request by mail 

 You  can  send  support  requests  by  e-mail  to  Piano  Zendesk  even  before  you  have  set  a  (new) 
 password  for  your  account.  You  will  get  an  overview  of  your  requests  /  tickets  in  Piano  Zendesk 
 as  soon  as  you  have  logged  in  with  your  (new)  password  .  For  requests  by  mail,  please  always 
 use the mail address that is also connected to your account in  Piano Zendesk  . 
 Send  an  email  with  all  necessary  information  to  support@piano.io  to  submit  a  new  support 
 request.  Your  request  by  mail  will  automatically  create  a  ticket  in  Piano  Zendesk  .  You  will 
 receive a confirmation link by email that will provide you with access to the newly created ticket. 
 The  information  and  attachments  you  submit  by  e-mail  are  automatically  transferred  to  the 
 newly  created  ticket.  You  can  add  further  /  additional  information  afterwards  both  by  replying  to 
 the confirmation email or (after login) directly via the ticket in  Piano Zendesk  . 

 2.2 Support request via the web form 

 To submit a new support request via the web form, please proceed as follows: 

 1.  Go to  https://support.piano.io  . 
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 2.  Click on "Contact support" in the upper right corner. 

 3.  Select "CeleraOne clients" via the drop down. 

 4.  Use  the  input  form  to  complete  all  information  (incl.  uploads  of  possible  attachments)  for 
 your  support  request  and  confirm  with  "Submit".  Your  request  via  this  form  will 
 automatically create a ticket in  Piano Zendesk  . 
 You  will  receive  a  confirmation  link  via  email  to  access  the  newly  created  ticket.  Your 
 submitted  information  and  attachments  will  automatically  be  included  in  the  newly 
 created ticket. 
 You  can  add  further  /  additional  information  afterwards  both  by  replying  to  the 
 confirmation email or (after logging in) directly via the ticket in  Piano Zendesk  . 
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 3. Set password for your account in Piano Zendesk 

 To set your password, please proceed as follows: 

 1.  Go to  https://support.piano.io  . 

 2.  Click on "Sign in" in the upper right corner. 

 3.  Select "Get a password" in the dialog box. 
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 4.  Enter your mail address in the following dialog box and confirm with "Submit". 

 5.  You will then receive an email with further instructions to the mail address you provided. 

 4. Create a new account in Piano Zendesk 

 To set your password, please proceed as follows: 

 1.  Go to  https://support.piano.io  . 

 2.  Click on "Sign in" in the upper right corner. 
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 3.  Select "Sign up" in the dialog box. 

 4.  Enter your name and mail address in the following dialog box and confirm with "Sign up". 

 5.  You will then receive an email with further instructions to the mail address you provided. 
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