(1) General Questions:

Q1. Why can't I use Support.aten.com to use e-Support directly?

A: eService is our new step to provide better quality on-line service for our valuable
customers. In the near future, there will be more and more service integrated within
eService platform, and you only need one account ID & password to access those on-line
service. Therefore e-Support had been moved under eService as a sub-system instead of
a stand-alone system.

Q2. Why eService requires validation of my account before I use it, even though I
already have e-Support account?

A: We had found a lot of anonymous account without proper e-mail address and identity
in our original e-Support system. In order to avoid anonymous attack and ensure service
quality for our customer, we had decided to add the validation mechanism.

Q3. Is there any difference with the e-Support system under eService?
A: There is no difference except the login and account maintain is replaced with eService
functions and interface.

Q4. Where was the original FAQ, Download and Trouble Shooting links for
e-Support?

A: These links are still exist, and they are now located at the right side of the eService
login page with title "Support Link".
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QS. Can I send my ATEN product technical questions to eService system
administrator e-mail?

A: The profession of our eService system administrator is about the eService platform
and e-Support system; about ATEN product related question, please place your question
via e-Support or contact your technical support representatives.



(2) eService system function issues and questions:

Q1. Can I use my original e-Support account ID and password to login eService?
A: Yes, eService inherit original e-Support user account ID and password, and we just
need you to simply confirm your account via e-mail validation before continuing your
further usage of our on-line service.

Q2.1 am new here, how can I register my own account?
A: Please follow the steps:
1) Click on the "Create Account" link at the bottom of login section:

Member Login

Account :

-

Enter the code 2shown above

2) Enter your new account ID, password (twice to confirm), valid E-mail address
(mandatory for account validation), name and address.

User Account

Basic Data

Passward: l:l Passerd me

Paszword (Confirm): l:l
E-mail: |

Last Mame: l:l

Middle Name:| |

First Name:| |

Contact Infermaticn
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Street Address 1: |

Street Address 2: |

Street Address 4: |

|
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|

Web Site: |

TEL: |




3) You can also setup your preferred language for interface and whether you want to
receive ATEN product eDM or news letters. After completing your personal data sheet,
press "Submit" button.

Web Site: | |
TEL: | |
Account Control Infermation
Default Language: | Please enter i

eDM/Mews Letter: (ves (3 Mo

4) eService will then send a validation mail looks like following, and you just need
to click on the link in the mail to activate your account.

Dear 35000,

Thank you to join ATEN eService, a 24 hours internet service site; here we will provide the
khest quality online service for vou. Please click the following TTEL to activate your account:
http: ffeserrice. aten. comdeZerm ceMewd coountCertify. doYum =F AR pKOL S d=DOCOCTEZ
ANEEDS15Ae34840a51223e57

(If you cannot link by clicking the above TEL, please copy and paste on vour browser
instead)

(Please do not replay this maill)

Thank you for your cooperation. Enjoy your trip on ATEN eZervicel

Q3. After confirming my personal profile in the first login or creating account, why
can't I see any validation mail in my e-mail?
A: It is possible to be one of the following issues

1) The validation mail had been treated as SPAM mail and either blocked or moved
to e-mail recycle box. Please check your e-mail recycle box or mail server administrator
if such mail had existed.

2) Your mail server was down or not connected to internet during the time our system
had tried to send you validation mail.

3) If none of the above can help you, please contact our system administrator for
further assistance.

Q4. What can I do if I forgot my password?

A: You get use the "Forgot Password" link at bottom of login screen, enter your account
ID or e-mail address, then you will receive a mail with new random password. We
strongly recommend to change your password as soon as you get the new password.
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QS. What can I do if I forgot my account ID?
A: You can use your e-mail address as account ID to login eService. After login, you
can always go to "User Profile" function to check your account ID.

User Account

Basic Data

rU5er Profile

“lser ACL‘MI l
]

Fa

Password:
at l=ast

Q6. In a few occasions, screen shown abnormal question marks "?" or some buttons
are not functioning, what can I do?

A: This issue can occur with numerous possibilities, including network or browser issues,
or you had idled for too long. In most cases, press F5 or browser refresh page function
and resolve this issue.

Q7. Can I change my e-mail address?
A: Yes, you can change your e-mail address in the "User Profile" screen, but after change,
the system need to validate your account again before allowing further access.

Q8. When I am in user profile or other eService function, how do I get back to main
screen to access e-Support or other on-line service?
A. For e-Support, you can logout.

b 3 MIS Customer v

Select EJ Sign Cut

For other functions or system, you can click on the link at the right top corner of the
screen to get back to eService main screen.

G Home @Sign Out
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